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Earliest Priority: 05/21/1999 60/135522 



Filing Date 05/19/2000 
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• If possible, provide the cover sheet, the IDS, examples, or relevant citations, authors, etc, if known. 

• Please attach copies of the parts of this case that help explain or are most pertinent to this search. Examples are: 

• ENCLOSED COPIES OF 1449 (IDS) RCVD. ON 11/14/2003 AND 1/25/2005. 
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COPY OF CURRENTLY AMENDED CLAIMS enclosed. 
See DRGS. COPY ENCLOSED. 

CONSIDER CLAIM 86 which Is directed to a computer implemented method for matching 
service providers from a list stored in a database in response to receiving a request from a client 
such that the computer filters out the list of qualified service providers who match the selected 
service/task specified by the client and then this list of service providers is further filtered and a 
new list is made upon the determination that which of the service providers have the least number 
of consumer leads/requests were provided. 
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Requester's Full Name: YogeshGarg Examiner # :78595 Date: 3/24/2006 
Art Unit: 3625 Phone Number 57 1-272-6756 Serial Number: 09/574909 

Bldg & Room #: KNX 5C09 Results Format Preferred: PAPER DISK □ E-MAIL □ 

If more than one search is submitted, please prioritize searches in orde r of need. 

Provide the PALM Bib page or the following: 

Title of Invention: See Copy of Palm Bib Page, enclosed.. 

Inventors (provide full names): See Copy of Palm Bib Page, enclosed 
Earliest Priority: 05/21/1999 60/135522 Filing Date 05/19/2000 

Requested attachments: 

• If possible, provide the cover sheet, the IDS, examples, or relevant citations, authors, etc, if known. 

• Please attach copies of the parts of this case that help explain or are most pertinent to this search. Examples are: 

• ENCLOSED COPIES OF 1449 (IDS) RCVD. ON 11/14/2003 AND 1/25/2005. 
• 

COPY OF CURRENTLY AMENDED CLAIMS enclosed. 
SeeDRGS. COPY ENCLOSED. 

CONSIDER CLAIM 86 which is directed to a computer implemented method for matching 
service providers from a list stored in a database in response to receiving a request from a client 
such that the computer filters out the list of qualified service providers who match the selected 
service/task specified by the client and then this list of service providers is further filtered and a 
new list is made upon the determination that which of the service providers have the least number 
of consumer leads/requests were provided. 
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Application Serial No, 09/574,909 

86. (Currently Amended) A computer-implemented method for matching a consumer 
with a home service provider comprising; 

receiving background information from home service providers with a first 
computer: 

monitoring a historical acceptance of consumer leads with the first computer that 
tracks types of services associated with the consumer leads and are accepted by each 
home service provider; 

creating a database of home service providers stored in a first computer based on 
the background information received from the home service providers; 

receiving information relating to a home service from a second computer: 

in response to receiving the information from the second computer* providing a 
menu with the first computer comprising tasks (hat relate to skills of home service 
providers; 

receiving a selection of a task from the menu by the second computer: 

in response to receiving the selection of the task, forming a first dataset with the 
first computer and stored in memory on the first computer that identifies a set of qualified 
home service providers, the first dataset comprising home service providers from the 
database who match the selected task; [[and]] 

selecting home service providers from the first dataset with the first computer 
based upon the historical acceptance of consumer leads by home service providers to 
form a second dataset stored in memory in the first computer: and 

creating a fair and balanced distribution of consumer leads bv selecting home 
service providers from the second dataset with the first computer who have a least 
number of consumer leads that were made available to the home service providers to 
form a third dataset . 

87. (Currently Amended) The method of Claim 86, wherein forming the first dataset 
further comprises selecting home service providers who match a geographical location of 
the consumer. 
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Product availability determining system for semiconductor manufacturing 
environment, has solver to optimize product availability information 
responsive to material supply information and product supply rules and 
priorities 

Patent Assignee: DANGAT G S (DANG- I) ; JINDANI R (JIND-I) ; KUTHETHUR S G 
(KUTH-I); NAHAR R (NAHA-I); PEACHEY-KOUNTZ P J (PEAC-I); RICE R E 
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Abstract (Basic) : US 20040068430 Al 

NOVELTY - The system has a supply configuration to manipulate 
manufacturing and planning data from a planning source to create new 
supply data. A material resource engine provides material supply 
information responsive to the supply data. A promise solver (90) 
optimizes product availability information responsive to the material 
supply information and product supply rules and priorities. 

DETAILED DESCRIPTION - An INDEPENDENT CLAIM is also included for a 
computer implemented method for determining product availability. 

USE - Used for determining product availability in a complex 
environment such as semiconductor manufacturing environment. 

ADVANTAGE - The system provides a scheduled data of when ordered 
material can be supplied and the quantity that can be supplied on that 
date in response to the customers preselected requirements. 

DESCRIPTION OF DRAWING (S) - The drawing shows a block diagram of a 
PROFIT available to promise (ATP) system. 

Planning resource (86) 

ATP engine (88) 

Available to promise solver (90) 
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File Segment: EPI 



5/5/2 (Item 2 from file: 350) 

DIALOG (R) File 350:Derwent WPIX 

(c) 2 006 Thomson Derwent. All rts. reserv. 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



015726989 **Image available** 

WPI Acc No: 2003-789189/200375 

XRPX Acc No: N03-632290 

Computer system for use with credit card issuer, presents options to 
vendor for selecting retrieved information or for refining vendor -entered 
information, and selects any option by executing one of interactive 
scripts 

Patent Assignee: XPENSEWISE.COM INC (XPEN-N) 
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Number of Countries: 001 Number of Patents: 001 
Patent Family: 
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Abstract (Basic) : CA 2346738 Al 

NOVELTY - A database stores the representations of the product 
definitions. A controller compares the selectively retrieved 
vendor-entered information with the stored representations of 
definitions. The options for selecting the retrieved information and 
for refining the vendor-entered information, are presented to the 
vendor (300), and selected by executing one of the interactive scripts. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following : 

(1) customer database compiling method; and 

(2) electronic commerce facilitating method. 

USE - For use with credit card issuer, consumer debit card account, 
credit union, electronic bill paying service. 

ADVANTAGE - Effectively prepares and presents offers to the 
selected customers according to the needs of the customers, thereby 
increases the efficiency of the marketing process. 

DESCRIPTION OF DRAWING (S) - The figure shows a data processing 
system in connection with credit card issuer. 

customer (10) 

data processing system (100) 
consumer bank (200) 
webpage (210) 
vendor (300) 
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Publication Language: English 
Filing Language: English 
Full text Availability: 

Detailed Description 

Claims 

Fulltext Word Count: 13220 

English Abstract 

The present invention provides methods and systems for defining 
commercial transaction components; defining rules for mapping customer 
transactions into individual components; market segmentation in light of 
these individual definitions and bundling individual components of an 
offer into optimized packages for presentation and sale. A data 
processing system in accordance with one embodiment of the present 
invention, examines the commercial behavior of enrolled customers (111) , 
breaks each of the constituent transactions into purchases of atom-level 
components; catalogues those components (113); extracts demographic 
information from transactions and other sources; facilitates demographic 
studies of groups of such customers (116) ; optimizes offerings to such 
groups (118) ; and facilitates the consummation of those offers of sale 
(119) . The processing system may also facilitate customers fiscal 
management through the communication of data necessary to practice the 
instant invention. 

French Abstract 

La presente invention concerne des procedes et des systemes permettant de 
definir des composants de transactions commerciales , de definir des 
regies visant a agencer des transactions de clients en composants 
individuels, d'effectuer une segmentation de marche selon ces definitions 
individuelles , et de regrouper les composants individuels d'une off re en 
paquets optimises en vue d'une presentation et d'une vente . Selon un mode 
de realisation de 1' invention, un systeme de traitement de donnees 
examine le comportement commercial des clients inscrits, divise chacune 
des transactions constituantes en achats de composants de niveau 
atomique, catalogue ces composants, extrait les informations 
demographiques a partir de ces transactions et d'autres sources, facilite 
les etudes demographiques de groupes formes par ces clients, optimise les 
off res lancees a ces groupes, et facilite la consommation de ces off res 
de vente. Ledit systeme de traitement peut egalement faciliter la gestion 
budgetaire des clients par communication des donnees necessaires a la 
mise en oeuvre de la presente invention. 

Legal Status ( Type , Date , Text ) 

Publication 20010809 A2 Without international search report and to be 

republished upon receipt of that report. 

Examination 20011115 Request for preliminary examination prior to end of 

19th month from priority date 

Search Rpt 20020307 Late publication of international search report 

Republication 20020307 A3 With international search report. 
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XRPX Acc No: N04-603513 

Hazardous material placard printing system for transportation industry, 
has processor retrieving placard attribute data corresponding to selected 
placard from memory, and output device printing placard based on 
retrieved data 

Patent Assignee: RICE R M (RICE-I) ; RIDGE LLC TIMOTHY (RIDG-N) 
Inventor : RICE R M 

Number of Countries: 001 Number of Patents: 002 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

US 20040204790 Al 20041014 US 2003413319 A 20030414 200475 B 

US 6839609 B2 20050104 US 2003413319 A 20030414 200503 

Priority Applications (No Type Date) : US 2003413319 A 20030414 
Patent Details: 
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Abstract (Basic) : US 20040204790 Al 

NOVELTY - The system has a graphical user interface to depict menu 
of hazardous material placards that are available for printing. The 
interface receives an input from a user relative to a selection of a 
placard from the menu. A processor (202) retrieves placard attribute 
data from a memory (204) related to the selected placard. An output 
device (208) prints a hazardous material placard based on the retrieved 
attribute data . 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following : 

(A) Hazardous material placard determining method 

(B) a hazardous material placard printing apparatus. 
USE - Used for printing a hazardous material placard in 

transportation industry and storage/warehousing industry. 

ADVANTAGE - The system provides a simple and low-cost solution to 
the placard inventory management problem. The system improves the 
safety of the nation's transportation network and storage facilities by 
reducing the amount of human error that are introduced into the 
placarding process. The system allows a company to cost-effectively 
minimize the likelihood of government fines for improper placarding. 
The system provides the ability to produce hazardous material placards 
on demand as needed by a party. 

DESCRIPTION OF DRAWING (S) - The drawing shows a graphical user 
interface comprising a menu of hazardous material placards that are 
user-selectable for printing. 

Placard printing system (200) 
Processor (202) 
Memory (204) 
Input device (206) 
Output device (208) 
pp; 25 DwgNo 1/12 
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Power plane control apparatus for printed circuit board, includes voltage 
regulator whose drive terminal is coupled to transistors, such that 
regulated and auxiliary power are provided to respective power planes 

Patent Assignee: INTEL CORP (ITLC ) 

Inventor: MORELLO A E; RICE R E 

Number of Countries: 001 Number of Patents: 001 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 
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US 6681335 Bl 6 G06F-001/26 

Abstract (Basic) : US 6681335 Bl 

NOVELTY - The apparatus includes a voltage regulator (16) whose 
drive terminal is coupled to the transistor (36,38) such that the 
regulated voltage is provided from main voltage supply to both power 
planes (12,14) in a full power mode. In low power mode, the drive 
terminal is coupled such that the auxiliary power is provided to one of 
the power plane (12) . 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following: 

(1) power plane control system; and 

(2) power plane control method. 

USE - For printed circuit board (PCB) such as peripheral component 
interconnect (PCI) card used in desktop personal computer and laptop 
personal computer. 

ADVANTAGE - Since a single voltage regulator is used, the number of 
components is reduced, thereby decreasing cost and installation space. 

DESCRIPTION OF DRAWING (S) - The figure shows the circuit diagram of 
the power plane control apparatus . 

power planes (12,14) 

voltage regulator (16) 

capacitors (18-24) 

transistors (36,38) 
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Transaction data processing system for online commercial transactions, 
stores customer information, based on matching between vendor offers and 
enrollment information in respective database servers 

Patent Assignee: ADDINGTON W (ADDI-I) ; LITZOW S (LITZ-I) ; RICE R (RICE-I) 

Inventor: ADDINGTON W; LITZOW S; RICE R 

Number of Countries: 001 Number of Patents: 001 

Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

US 20030093414 Al 20030515 US 2000249232 P 20001114 200354 B 
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Abstract (Basic) : US 20030093414 Al 

NOVELTY - The information related to vendor offers from vendors 
(301-303) and enrollment of members is stored in respective database 
servers. Based on the matching between offer and enrollment 
information, the relevant customer information is stored in the 
processor. An inquiry is forwarded to customer (10) based on the stored 
information . 

USE - For processing transaction data in online commercial 
transactions and goods /service marketing through internet. 

ADVANTAGE - Enlarges marketing efficiency by preparing and 
presenting the offers to customers in a more effective manner. 
Maintains dynamic behavior of market, by increasing the consumer 
mobility through immediate and automatic shift of consumers among 
service providers . 

DESCRIPTION OF DRAWING (S) - The figure shows the block diagram of 
the transaction data processing system. 

customer (10) 

vendors (301-303) 
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Product availability determination system e.g. for semiconductor, 
produces material supply information based on demand and supply data 
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US 6463345 Bl 15 G06F-019/00 

Abstract (Basic) : US 6463345 Bl 

NOVELTY - A demand configurer (82) maps available supply with 
selected orders whose demand classes are prioritized according to 
predefined customer rules. A material resource engine (88) processes 
the demands and supply data according to supply rules in order to 
produce material supply information based on which a solver (90) 
optimizes product availability information using supply rules. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are included for the 
following: 

(1) Product availability determination method; and 

(2) Computer program product for product availability 
determination . 

USE - For determining availability of product e.g. semiconductor. 

ADVANTAGE - Since material supply information are produced by 
suitably linking demands and supply data, products for which a lesser 
demand exists are manufactured in reduced number and highly demanded 
products are manufactured in more number, thereby optimizing supply. 

DESCRIPTION OF DRAWING (S) - The figure shows the block diagram of 
the profit ATP system. 

Demand configurer (82) 

Material resource engine (88) 

Solver (90) 
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Computer based three dimensional model producing method for animation 
system, involves projecting curve onto pixels based on determined span 
data and preset tolerance range 
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Abstract (Basic) : US 6253164 Bl 

NOVELTY - Three dimensional digital position data is produced by 
scanning the object and is stored as pixels. Curves are projected onto 
the pixels, based on determining span data and a preset tolerance 
range. A knot is inserted into each curve interval that is outside the 
tolerance range. A surface is fitted on the pixels by generating a grid 
of curves and wrapping the grid on a surface represented by the pixels. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following: 

(a) System for producing models of curves and surfaces; 

(b) Interface method for curve and surface modeling 
USE - For designing and animation. 

ADVANTAGE - The curves resulting from pixels represents the object 
in an easy way and requires less computer resources to process. The 
models are not processed individually and is required only to capture 
spatial information and generates all surfaces automatically. 

DESCRIPTION OF DRAWING (S) - The figure shows the flowchart 
illustrating a process for forming 3D object model. 
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Data processing system for electronic commerce transaction, selects and 
executes interactive steps corresponding to selected presentation options 
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Abstract (Basic): WO 200157616 A2 

NOVELTY - System controller selectively retrieves and compares 
vendor entered information with stored flexible representation of 
product definition in extensible transaction database. Interactive 
script presents an option to select entry from either retrieved data, 
vendor entered information or to refine vendor entered information. 
Interactive scripts are selected and executed corresponding to the 
selected presentation functions. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following : 

(a) Method to compile the customer database; 

(b) Method to facilitate electronic commerce 
USE - For electronic commerce transaction. 

ADVANTAGE - Maximizes efficiency of marketing process as vendors 
present offers only to likely customers. Eliminates expenses associated 
with advertising, marketing and stores front warehousing and supply. 
Focus groups and vendors are required to risk losses due to test 
marketing . 

DESCRIPTION OF DRAWING (S) - The figure shows the data processing 
system marketed with natural partner, banking services, 
pp; 69 DwgNo 1/12 
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Receiver interface for digital information transmission system - receives 
data word, identifies valid word and stores in memory having interface to 
number of sub- systems 
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Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

DE 4137928 A 19920527 DE 4137928 A 19911118 199223 B 

FR 2669492 Al 19920522 FR 9114297 A 19911120 199230 

Priority Applications (No Type Date) : US 90616520 A 19901121 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 

DE 4137928 A 8 H04L-029/10 

FR 2669492 Al H04L-029/10 

Abstract (Basic) : DE 4137928 A 

The interface has a receiver (16) for receiving digital data words 
in its input channel. The data word is validated and a memory address 
determined for a valid data word. The data word is then stored in this 
memory address. The memory is connected via an interface (22) to a 
number of sub-systems each capable of reading the contents of the 
memory without influencing the other sub-systems. 

The valid data word comprises a predetermined number of bits. In 
order to identify a valid word, the number of bits is identified and 
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compared with the predetermined number. Pref . the parity bits of the 
received signal are checked. 

USE - For acquisition of flight data in aeronautical DITS having 
several sub-systems. 
Dwg. 2/3 
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Digital information transmission system with automatic data speed 
acquisition - receives and validates transmitted data words and 
identifies activity signal for acquisition of data speed 

Patent Assignee: SUNDSTRAND DATA CONTROL (SUNH ) 

Inventor: BARNETT M L; BOLOMEY J M H; RICE R ; WILMOT S B 

Number of Countries: 002 Number of Patents: 002 

Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

DE 4137920 A 19920527 DE 4137920 A 19911118 199223 B 

FR 2669490 Al 19920522 FR 9114296 A 19911120 199230 

Priority Applications (No Type Date) : US 90616512 A 19901121 

Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 
DE 4137920 A 7 H04L-025/40 

FR 2669490 Al H04L-029/04 

Abstract (Basic) : DE 4137920 A 

Digital data are received in the input channel of a receiver, the 
validity of the data word is identified, and valid data are processed. 
When data are found to be invalid, a predefined cycle time interval is 
identified and an activity signal is checked. If the activity signal is 
identified as true, the momentary data speed status is identified and 
an opposite predetermined speed selected. 

If the activity signal is identified as false and the momentary 
data speed is low, the value of a low-speed timer is compared with a 
low-speed word-window. If the timer value lies outside the window, the 
momentary data speed status is changed to a higher speed. 

USE/ADVANTAGE - For flight data transmission in aeronautical DITS. 
Interf aces large number of ARINC-429 receivers without requiring 
programming of individual receivers. 

Dwg .2/3 
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International Patent Class (Main) : H04L-025/40; H04L-029/04 
International Patent Class (Additional) : G06F-013/42 ; G06F-015/50 
File Segment: EPI 
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Token generator for data processing system - identifies and dis-assembles 
instructions of variable length stored in pre- fetch buffer and controls 
transfer for decoding and execution 

Patent Assignee: HARRIS CORP (HARO ) 

Inventor: RICE R ; RIFFE J 

Number of Countries: 001 Number of Patents: 001 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

US 4502111 A 19850226 US 81268370 A 19810529 198511 B 

Priority Applications (No Type Date) : US 81268370 A 19810529 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 
US 4502111 A 9 

Abstract (Basic) : US 4502111 A 

The appts . includes a set of controlled multiplexer circuits for 
selectively transferring the contents of a specified register of a 
prefetch buffer to a byte rotator which functions as a temporary 
adjustable storage device. The portion of the byte rotator containing 
the opcode tokens of the instruction read out of the buffer is decoded 
to determine the length of each token. It can be determined where the 
second or next token begins. Similarly each successive token is 
transferred to the byte rotator until all tokens for the current 
instructions have been used. 

The next token is the opcode for the following instruction. Each 
time the byte rotator is loaded with a new series of tokens, its 
contents are rotated by an amount based upon the length of the previous 
token, so that the first stage of the rotator contains the next token 
of the instruction. 

ADVANTAGE - Instructions in prefetch buffer do not have to be 
aligned, thus space is saved and processing speed is reduced. 
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X-ray system for medical diagnosis - has electro-optic devices covering 
entire dynamic range of intensities over whole image plane 

Patent Assignee: GRADY J K (GRAD-I) 
Inventor: HARVARD M; RICE R E ; GRADY J K 
Number of Countries: 006 Number of Patents: 007 
Patent Family: 
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Priority Applications {No Type Date) : US 83457678 A 19830113 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 

DE 3401061 A 16 

DE 3401061 C2 6 H04N-005/32 

Abstract (Basic) : DE 3401061 A 

The X-ray system has two or more electro-optical devices that 
receive light from the image plane via optical devices. Electrical 
devices produce electrical signals describing the light intensity from 
the image plane seen by the electro-optical devices. A 
computer-controlled device combines the elec. signals to reconstruct 
the image plane . 

The combining device includes a device that blends or superimposes 
consecutive signals. The electro-optical devices are light-point 
scanners and include controls. The image plane lies on a scintillation 
screen sensitive to X-rays. The elec' signals are displayed. 

ADVANTAGE - Reduction in contrast at the corners of the display is 
avoided. 
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Error correcting circuitry for recirculating memory - corrects soft bit 
failures in each memory component soon after failures occur, and is 
integral to memory chip 

Patent Assignee: FAIRCHILD CAMERA CORP (FAIH ) 

Inventor : RICE R 
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Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



US 4365332 A 19821221 198302 B 

Priority Applications (No Type Date) : US 80203774 A 19801103 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 
US 4365332 A 21 

Abstract (Basic) : US 4365332 A 

The bit errors, caused by random events such as by alpha 'soft' 
particle bombardment or other causes, are corrected in circuitry that 
generates row and column parity bits corresponding to various segments 
of the information stored in the memory. 

Changes in the row and column parity bits uniquely define the 
location of failed bits circulating through the memory even though each 
failed bit has no fixed address, so that error detection circuitry may 
correct the error during the next or a subsequent bit recirculating 
cycle. The invention facilitates the use of very large memories, for 
example, on the order of one billion or more such as charge-coupled 
device or bubble memories. 
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**USE FORMAT 7 OR 9 FOR FULL TEXT** 
Testing PDH traffic on SDH networks 
Rice, Robert 

Communications International v21nll PP : 57-60 Nov 1994 ISSN: 0305-2109 
JRNL CODE: COI 

DOC TYPE: Journal article LANGUAGE: English LENGTH: 2 Pages 
SPECIAL FEATURE: Diagrams 
WORD COUNT: 1582 

DESCRIPTORS: Testing; Traffic; Communications networks; Techniques; 

Frequencies; Transmission 
CLASSIFICATION CODES: 5250 (CN=Telecommunications systems); 8330 

(CN=Broadcasting & telecommunications) 

ABSTRACT: The similarities and differences between SDH and PDH give an 
insight into many of the tests needed during the installation and 
maintenance of SDH elements and networks. The importance of testing the 
PDH services transported within and across the SDH portion of the network, 
and the need to focus on Synchronous Transfer Mode-1 in the testing 
process, contributes to the requirement that test instrumentation be able 
to simulate and analyze a structured SDH/PDH signal using multiplexing 
(mapping) and de-multiplexing (de-mapping) . Testing SDH elements and 
networks should ensure the satisfactory operation of the SDH network 
island, as well as the equally important PDH services embedded in the SDH 
payload. 
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Products purchasing system using value cards, instructs delivery of 
product requested by customer from external store, when cost of product 
is less than present customer 1 s credit value 

Patent Assignee: N0L0G0 RECORDS LTD (NOLO-N) 

Inventor: AFSAR-BEG M 

Number of Countries: 108 Number of Patents: 001 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

WO 200571584 A2 20050804 WO 2005GB259 A 20050125 200556 B 

Priority Applications (No Type Date) : GB 20041597 A 20040126 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 

WO 200571584 A2 E 10 G06F-017/60 
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Abstract (Basic) : WO 200571584 A2 

NOVELTY - The service provider server (14) stores customer 
account information such as customer 's unique identifier, credit 
etc., for each customer having value cards, in a database. The server 
instructs the delivery of the product requested by the customer from 
an external store, if product cost is less than customer credit 
value, else transmits corresponding message to customer 's device. 

USE - Products purchasing system using value cards storing credit 
amount sold through retail outlets e.g. news agents to customer . The 
customer communicates with product supplier having service provider 

through mobile phone, personal computer (PC) etc., connected to a 
network . 

ADVANTAGE - Enables customer to purchase products online without 
the need for credit card. 

DESCRIPTION OF DRAWING (S) - The figure shows the block diagram of 
the products purchasing system, 
network (10) 
service provider (12) 
service provider server (14) 
product supplier (16) 
pp; 10 DwgNo 1/2 
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Mediator for providing booking service to client , stores replies 
received from client , in matrix form indexed with client and reply 
addresses, so that replies are evaluated using address 

Patent Assignee: SALONEN J (SALO-I) 

Inventor: SALONEN J 

Number of Countries: 001 Number of Patents: 001 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

US 20040128173 Al 20040701 US 2002227194 A 20020821 200453 B 
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Priority Applications (No Type Date) : FI 20011680 A 20010821 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 

US 20040128173 Al 17 G06F-017/60 Cont of application US 2002227194 

Abstract (Basic) : US 20040128173 Al 

NOVELTY - The mediator prepares the small message service (SMS) 
messages pertaining to the inquiries of client , when service 
request with client identifier address is received from a client 
terminal. The message attached with reply address, is transmitted to 
the client . The replies received from client , are stored in matrix 
form indexed with client and reply addresses, so that the replies are 
evaluated using the address. 

DETAILED DESCRIPTION - An INDEPENDENT CLAIM is also included for 
mediator communication method. 

USE - For controlling communication between client terminal such 
as mobile telephone, and booking service provider which provides 
, on-line services connected to bank, health service , travel agency 
and vehicle maintenance, for booking appointment with dentist, tickets 
for venue, table in restaurant, travel reservation for hotel, airline, 
taxi and rental car, and maintenance for vehicle and apartment. 

ADVANTAGE - Enables performing more than one kind of services at 
a time, on online using mediator. 

DESCRIPTION OF DRAWING (S) - DESCRIPTION OF DRAWING - The figure 
shows the block diagram of the booking serviceO providing system. 

pp; 17 DwgNo 1/8 
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Data network management and service provider using command line 
interface framework, transmits command sequences to corresponding managed 
data network entity, for execution of command line interface actions in 
entity 

Patent Assignee: ALCATEL CANADA INC (COGE ); CHAN D W (CHAN-I); KATZ F 
(KATZ-I); LANDRY K E D (LAND- I) ; MURRAY C (MURR-I); NGO C N (NGOC-I) ; 
ZABIHI A (ZABI-I) 

Inventor: CHAN D W; KATZ F; LANDRY K E D; MURRAY C W; NGO C N; ZABIHI A; 
MURRAY C 

Number of Countries: 032 Number of Patents: 003 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

US 20030115304 Al 20030619 US 2002115900 A 20020405 200362 B 
EP 1322066 A2 20030625 EP 2002293097 A 20021213 200362 

CA 2365436 Al 20030619 CA 2365436 A 20011219 200362 
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Patent Details: 
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Abstract (Basic) : US 20030115304 Al 

NOVELTY - A command line interface (CLI) processor (520) processes 
the CLI dictionary entries holding vocabulary and grammar 
specifications of commands used in interacting with at least one 
managed data network entity (510), on receiving request for CLI 
actions to be performed from a managed object server (MOS) (200) . A 
communication module (540) transmits each CLI command sequence to 
corresponding network entity, for execution. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the 
following: 

(1) method of interacting with managed data network entity; and 

(2) method of providing dictionary of CLI commands. 

USE - For managing data networks such as wireless local area 
network (LAN) comprising data switching equipments, routers, bridge, 
access nodes providing multiplexing function, remote access servers 
(RAS) , distribution nodes providing demultiplexing function, customer 
premise equipment (CPE) and for controlling software applications such 
as inventory reporting, configuration management, statistics gathering, 
performance reporting, fault management, network surveillance, service 

provisioning, billing and accounting and security enforcement using 
command line interface framework. 

ADVANTAGE - Provides automatic entry of CLI command in dictionary 
and support for multi-vendor equipment by using multiple CLI command 
vocabularies and dictionaries. Reduces data network entity management 
costs and time and improves development and maintenance of the network 
management and service provisioning solution. 

DESCRIPTION OF DRAWING (S) - The figure shows the block diagram of 
the data network management and serviceO provisioning command line 
interface framework. 

managed object server (200) 

managed data network entity (510) 

CLI processor (520) 

communication module (540) 

pp; 13 DwgNo 5/7 
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Electronic commerce service system for tour package 
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Abstract (Basic) : KR 2002019340 A 

NOVELTY - An electronic commerce service system for tour packages 
is provided to classify informations on the tour packages offered by a 
tour package service providers , to enable a user to easily search 
for a wanted package according to a selection reference and to compare 
various packages, and to offer a real time moving picture of a tourist 
resort or showplace so that it can induce a purchase desire. 

DETAILED DESCRIPTION - The system comprises an interface unit(10), 
a local server (20), a marketplace server (30), and a database server. 
The interface server (10) compresses image signals transmitted from a 
plurality of cameras (40), and controls the cameras (40) according to a 
control instruction from a local server(20). The local server(20), 
connected to at least one interface unit (10), transmits the image 
signals, captured by the cameras(40), to a client computer ( 50 ) , 
transmits a camera control signal sent by the client computer (50) to 
a corresponding interface unit (10), and transmits camera state data to 
the marketplace server(30). The marketplace server(30) offers 
informations on tour packages stored in a database, checks the number 
of users which a local server can offer a moving picture service to 
based on the camera state data, transmits data for accessing a local 
server to the request user, and processes transaction data. The 
database server exchanges transaction data with tour service 
providers , and stores the tour package data at a database, 
pp; 1 DwgNo 1/10 
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Computer-based method for generating generic interface adapter to 
facilitate communication between manufacturing execution system and tool 
manufacturing facility 
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Abstract (Basic) : WO 200214965 A2 

NOVELTY - The method involves reading a method type library from a 
tool. The library contains one or more methods relating to the tool. A 
protocol is selected to be associated with at least one of the 
methods . At least one protocol is a long-running service protocol 
for supporting long running service protocol requests . 

An interface adapter is generated for managing communication 
between the manufacturing execution system and the tool, including the 
managing of long-running service protocol requests. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are included 

(1) a generic interface adapter builder program on a 
computer-readable medium 

(2) a manufacturing execution system 

USE - For automation of semiconductor manufacturing. 

ADVANTAGE - System fully automates and standardizes process of 
integrating tools into a manufacturing execution system (MES) in a 
uniform way. 

DESCRIPTION OF DRAWING (S) - The figure shows manufacturing 
components . 

Material control system client (110) 
Generic interface adapter (112) 
Material control system. (114) 
pp; 24 DwgNo 1/10 
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Patent Assignee: BAEK S H (BAEK-I) 
Inventor: BAEK S H 

Number of Countries: 001 Number of Patents: 001 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

KR 2001090098 A 20011018 KR 200158079 A 20010919 200222 B 

Priority Applications (No Type Date) : KR 200158079 A 20010919 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 
KR 2001090098 A 1 G06F-017/60 

Abstract (Basic) : KR 2001090098 A 

NOVELTY - A system and method for accumulating a small change and 
processing payment is provided to open an account of the small change 
through a service center and make up the sum according to the small 
change accumulation by inputting a cellular phone number through a 
terminal connected with the service center in a member store when a 
client requests the accumulation of the small change and 
performing the accumulation of the small change through an approved 
wireless terminal. 

DETAILED DESCRIPTION - A service center (100) of a service 
provider is connected with a public wireless communication network and 
constructs a database of a small change account of a client . A member 
store (200) has a terminal connected with the service center (100) 
through the wireless communication network and transmits cellular phone 
information of the client through the terminal for accumulating an 
amount of the small change according to the buying of goods in a small 
change account of the client authenticated from the service 
center(100). A wireless terminal ( 300 ) of the client is connected with 
the service center (100) to open the account of the small change, 
confirms the amount of the small change accumulated through a small 
change account database, and performs a settlement using an amount of 
accumulated money. A data center (400) of a mobile communication company 
receives information of the wireless terminal ( 300 ) transmitted and 
received to the service center (100) and approves a user 
authentication . 
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request to apply for products and assembling application page for display 
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Abstract (Basic) : WO 200201352 A 

NOVELTY - The method involves receiving a request to apply for at 
least one of several products. The request is received over a 
network. Specific information is required to be submitted to apply for 
each one of the products. Each document contains at least one field 
corresponding to the specific information required to apply for one of 
the products. Information input is received corresponding to each field 
contained in the application page. 

DETAILED DESCRIPTION - The method further involves validating the 
information input by comparing the information input to validation 
criteria. When the information input fails to correctly compare to the 
validation criteria, a second application page is assembled including 
prompts to reenter information. 

INDEPENDENT CLAIMS are included for a system for obtaining 
application data from an applicant through a dynamically created 
network based application form. 

USE - For customers of networked service provider to apply 
for networked services . 

ADVANTAGE - Allows customers to apply for variety of services 
on one consolidated application. Real time decisions on applications. 

DESCRIPTION OF DRAWING (S) - The figure shows the system. 

Dwg. 1/2 
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where the customer gives a charging authorization to the service 
provider with the aid of a terminal e.g. a WAP mobile station 
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Abstract (Basic) : WO 200198956 Al 

NOVELTY - Method for charging for Internet or Web content or a 
service subject to a charge, is based on the customer giving a 
charging authorization to the service provider with the aid of a 
terminal, for example, a WAP mobile station. Having found a service 
of interest from the Internet, the customer registers and authorizes 
the service provider to send them a charging authorization form. 

DETAILED DESCRIPTION - After registration, the customer can use a 
Web browser to log in to the service provider ' s Web service and 
state that they wish to use a specific service or content. The 
service provider then sends an electronic charging authorization 
form to the customer 's mobile station or wireless terminal, on the 
basis of the registration that has previously taken place. The 
customer selects either the accept or reject alternative from the form 
and returns the form to the service provider . If the response in 
the returned form is positive, the service provider supplies the 
desired Internet content or performs the desired service . Charging 
takes place in such a way that the mobile operator, whose connection is 
being used, identifies the information in the returned charging 
authorization form and bills the customer on the basis of this 
information . 

USE - For the Internet. 

ADVANTAGE - Permits even very small sums to be charged in a 
cost-effective and user-friendly manner, if the user has once 
registered with the service provider 's service using their mobile 
station or wireless terminal and entered the subscriber number of their 
own connection in the entry field on the Web page, they can be 
continuously sent requests to confirm small , e.g., FIM 1-5 
payments. From the point of view of a service provider of an 
Internet service , this opens completely new possibilities, because it 
is now possible to easily charge FIM 3 for listening to a single piece 
of music, for instance, if the user wishes to listen to more pieces, a 
charging authorization form for this purpose always comes to the user's 
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mobile station or terminal. Thus, the user can also be easily charged 
for time-based Internet content. For example, viewing a music video 
could cost FIM 5 for every 15 minutes. On the other hand, the invention 
permits the transaction-based charging of even large sums. For example, 
it would be completely impossible to charge for concert tickets (about 
FIM 250/ticket) using charging pulses, but it would be very easy using 
the method according to the invention. Besides payment being flexible, 
the charging method according to the invention is very easy and simple 
for the user. Eliminates the problems arising in credit-card payments, 
because in this method the mobile operator guarantees, to the user, 
that the charges are correct and, to the service provider , that the 
payments will certainly be made. 

DESCRIPTION OF DRAWING (S) - The diagram shows a registered 
customer ordering an Internet service subject to a charge, and the 
sending and processing of the charging authorization form 

billing system (3) 

WAP gateway (4) 
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Abstract (Basic) : WO 200113243 Al 

NOVELTY - The method involves permitting a client user to 
request a service from a service provider accessible from the 
computer network, and requiring the client user to submit at least 
one first password to the service provider . The client user is 
required to submit at least one unique graphic including embedded 
second password data to the service provider. 

DETAILED DESCRIPTION - A second password is extracted from the 
second password data contained within the unique graphic. The first and 
second passwords are compared to determine if a pre-defined 
relationship exists between the passwords. If the pre-defined 
relationship exists, the client user is granted authentic registered 
user status and access to the service is provided. An INDEPENDENT 
CLAIM is also included for a user authentication system. 

USE - For authenticating registered user of service , such as 
credit card service , over computer network, such as Internet. Also 
for granting access to particular files in organization's LAN. 

ADVANTAGE - Allows web vendors to check if person making purchase 
is an actual credit card holder. Provides added security since UGI 
graphic and password are not sent in same electronic mail. 

DESCRIPTION OF DRAWING (S) - The figure is a schematic illustration 

of steps which are involved in authenticating credit card purchase from 
credit card authentication service . 
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service provider computer (52) for a number of advertisements (56); 
data pertaining to an end user on an end user computer (14) is stored; 
given advertisement information is processed using at least a portion 
of the end user information; display of the given advertisement is 
scheduled at the end users computer using playback; and advertising 
information is stored. 

DETAILED DESCRIPTION - The service providers computer includes 
processing the request sent by the end user computer to identify an 
advertisement to send to the end user based upon the at least a 
portion of the end user data included in the request . 

An INDEPENDENT CLAIM is also included for A system for distributing 
advertisements . 

USE - For distributing advertisements for display on an end user 
computer . 

ADVANTAGE - An advertiser is able to reach consumers who fit 
desired demographic or affinity parameters while a consumers privacy 
is retained. 

DESCRIPTION OF DRAWING (S) - The figure shows a block diagram of an 
advertisement distribution system. 
End user computer (14) 

Service provider computer (52) 
Advertisement information (54) 
Advertisements (56) 
pp; 14 DwgNo 3/3 

Title Terms: DISTRIBUTE; ADVERTISE; CONSUME; ADVERTISE; INFORMATION; 

STORAGE; SERVICE ; COMPUTER; ONE; NUMBER; ADVERTISE 
Derwent Class:- T01 

International Patent Class (Main) : G06F-017/60 
File Segment: EPI 



10/5/11 (Item 11 from file: 350) 

DIALOG (R) File 3 50: Derwent WPIX 
(c) 2006 Thomson Derwent. All rts . reserv. 

013897618 **Image available** 
WPI Acc No: 2001-381831/200140 

Related WPI Acc No: 2001-381823; 2001-381824; 2001-381825; 2001-381826; 
2001-381827; 2001-381828; 2001-390085; 2001-390086; 2001-390117; 

2001- 464992; 2001-464993; 2001-464996; 2001-625273; 2002-017299; 

2002- 017300; 2002-017301; 2002-066204; 2002-113957; 2002-113958; 
2002-139181; 2002-139182; 2002-154346; 2002-154347; 2002-507767; 
2002-598483; 2003-677938; 2003-745190 

XRPX Acc No: N01-279995 

System for distributing advertisements to clients for communications 
via communications network; sends audit data request such that receiving 
client transmits ad-related statistical data to advertisement 
distribution server 
Patent Assignee: QUALCOMM INC (QUAL-N) ; ANTONIO F P (ANTO-I) ; BECKLEY J D 
(BECK-I); BELK J K (BELK-I); BIRD A (BIRD-I); BOYD J D (BOYD-I); DORNER £ 
(DORN-I); DUDZIAK M J (DUDZ-I); JACOBS P E (JACO-I) ; NOERENBERG J W 
(NOER-I); OGDON B P (OGDO-I); PURLIA J S (PURL-I); RHODES W J (RHOD-I) ; 
ROSS D J (ROSS-I) 

Inventor: ANTONIO F P; BECKLEY J D; BELK J K; BIRD A; BOYD J D; DORNER S; 
DUDZIAK M J; JACOBS P E; NOERENBERG J W; OGDON B P; PURLIA J S; RHODES W 
J; ROSS D J 

Number of Countries: 094 Number of Patents: 003 
Patent Family: 

Patent No Kind Date Applicat No Kind Date Week 

WO 200143029 A2 20010614 WO 2000US33374 A 20001207 200140 B 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



AU 200124285 A 20010618 AU 200124285 
US 20010047408 Al 20011129 US 99169622 

US 2000728651 



20001207 200161 

19991208 200202 
20001201 



Priority Applications (No Type Date): US 2000728651 A 20001201; US 99169622 

P 19991208; US 2000209392 P 20000601; US 2000609123 A 20000630 
Patent Details: 

Patent No Kind Lan Pg Main IPC Filing Notes 

WO 200143029 A2 E 140 G06F-017/60 

Designated States (National) : AE AG AL AM AT AU AZ BA BB BG BR BY BZ CA 
CH CN CR CU CZ DE DK DM DZ EE ES FI GB GD GE GH GM HR HU ID IL IN IS JP 
KE KG KP KR KZ LC LK LR LS LT LU LV MA MD MG MK MN MW MX MZ NO NZ PL PT 
RO RU SD SE SG SI SK SL TJ TM TR TT TZ UA UG US UZ VN YU ZA ZW 
Designated States (Regional) : AT BE CH CY DE DK EA ES FI FR GB GH GM GR 
IE IT KE LS LU MC MW MZ NL OA PT SD SE SL SZ TR TZ UG ZW 



AU 200124285 A 
US 20010047408 Al 
Abstract (Basic) : 



G06F-017/60 
G06F-015/16 
WO 200143029 A2 



Based on patent WO 200143029 
Provisional application US 99169622 



NOVELTY - Each of clients (100A-N) downloads advertisements from 
advertisement (ad) distribution server (303), and displays at least 
selected ones of the downloaded advertisements. The advertisement 
distribution server includes an auditing function that transmits a send 
audit data request to a subset of the client devices, at prescribed 

client audit intervals. The send audit data request includes a 
request that the receiving client transmits ad-related statistical 
data to the advertisement distribution server. 

USE - In the field of an advertiser supported e-mail software for 
delivering advertisements to client computers having such 
advertiser-supported e-mail software installed on it. 

ADVANTAGE - Provides a subsidized e-mail client which 
incorporates an automatic advertisement download function for 
automatically downloading advertisements to be displayed when the 
e-mail software is activated, for the purpose of subsidizing the full 
e-mail software product (e.g., to provide a 'Freeware' version of the 
e-mail software product to end-users), wherein the e-mail software is 
e-mail sys tern- independent . Works in conjunction with virtually any 
e-mail service provider or e-mail system, including those service 
which comply with open standards. 



The drawing shows network configuration 
to clients according to the present 



DESCRIPTION OF DRAWING (S) - 
for sending adverts with e-mail 
invention. 

clients (100A-N) 
PlayList server (302) 
distribution server (303) 
e-mail server (304) 
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Household management system in which inventory of data relevant to 
household is stored electronically on e.g. web server disposed at 
household, and used for e.g. menu planning etc. 
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Abstract (Basic) : GB 2352063 A 

NOVELTY - The household management system provides a consumer 
with the ability to build up a household inventory that can be updated 
directly by a retailer using a ' consumer data interchange' protocol, 
and maintained using automated waste management technology. 

DETAILED DESCRIPTION - The household management system includes a 
computer for storing data relevant to the household, including the 
details of goods purchased from a retailer and or provided by a 
service provider . Peripheral equipment is connected to the computer 
such that members of the household are able to perform data input, data 
deletion or request information. At least some of the data for 
electronic storage is supplied by the retailer/ service provider in 
a form, which facilitates input. The computer equipment is a Web server 
connectable to the retailer/ service provider via an Internet 
connection. The system may include a barcode scanner connected to the 
computer, such that the retailer/ service provider provides data in 
the form of a document containing barcodes. INDEPENDENT CLAIMS are 
included for; a method of managing a household. 

USE - Household management system for organisation of tasks 
involved in running household, by storing an inventory of data relevant 
to household e.g. information regarding goods purchased, services 
employed, household events e.g. birthdays etc., for use in e.g. 
re-ordering goods periodically and automatically, menu planning, 
organising car maintenance etc. 

ADVANTAGE - Enables simplification and organisation of tasks 
involved in running a household including tracking of food etc. 

DESCRIPTION OF DRAWING (S) - The drawing shows a home management 
system . 

Retail/ service provider (2,3) 
Internet ( 4 ) 
Web server { 5 ) 
Firewall (7) 
Web TV (6) 

Intelligent fridge (8) 
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Global communications network for financial services - provides 
integrated facility that takes business level request at high level, 
from variety of vehicles and decomposes to smaller data level requests 
that are understandable by variety of service providers 
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Abstract (Basic) : WO 9743893 A 

The network includes several local area networks , and several 
distribution points for allowing access to the global communications 
network. Several service providers (16) provide information in 
response to data level commands. 

An integration facility decomposes high level business language 
requests into data level commands that are understandable by the 
service providers to allow end users located at distribution points 
to relay information to and receive information from the network. 

USE - Relates to system and process allowing customers to access 
full range of global financial services using variety of access 
points . 
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Resource scheduling method for customer service provider - involves 
establishing schedule for requests by obtaining time and resource 
information to allocate actual time interval using combinatorial 
optimisation model 
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Abstract (Basic) : US 5615121 A 

The resource scheduling method involves receiving numerous 
requests for services requiring at least some resources (10) . The 
number of requests includes a first request and a second request . 
A schedule is established for the requests , comprising the step of 
performing the following steps for at least one of the first and 
second request . Information is obtained related to the request , 
including (a) a preferred time interval (18) for performing a task 
related to the request to provide a service and (b) an estimate 
related to an amount of the resources for performing the task related 
to the request (14) . 

An actual time interval is determined within which to allocate the 
estimated amount of resources (22) . The actual time interval is 
determined using the preferred time interval as input for solving a 
combinatorial optimization model. A message is output immediately after 
receiving the request indicating a time interval determined in the 
previous step where the message is output (30) . Finally, the actual 
time interval for the request is retained as part of the schedule, the 
actual time interval providing scheduling flexibility in that the task 

associated with the request may be commenced at more than one time 
within the actual time interval and yet still be completed within it. 

ADVANTAGE - Service time intervals overlap customer preffered 
service times. Service times can be used to efficiently schedule 
service providers . 
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ABSTRACT 



PROBLEM TO BE SOLVED: To structure an information exchange system for 
business that enables a small -scale store or service provider for 
which a small number of employees work to put an original attractive 
homepage over the Internet, and can speedily answer order form from a 
customer . 



SOLUTION: An agent server machine 10, which operates a homepage over the 
Internet at a request from a client is provided, and the operating 
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institution 11 of the agent server machine places the homepage created 
individually at the request from the client in a public usable state 
and also extracts and reports fact data to be reported to the client in 
electronic mail sent to the homepage to the client via a communication 
means by telephone or facsimile. Preferably, a constitution screen of the 
latest homepage is printed (P) in colors and is provided to the client . 
Accordingly, sudden inquiries by telephone can be handled. 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide an intermediating system and a method 
capable of supplying information regarding a property outline with a 
reduced initial investment amount of money to a variety of customers usin 
g the Internet and making apartment operation more familiar. 

SOLUTION: By introducing a joint operation system for an apartment, a 
variety of the customers are allowed to perform the operation by reducing 
an initial investment. Architectural plans of a plurality of architecture 
builders are made into a database and the database is managed by a 
central management center. The property outlines and investment yield 
information are supplied via the Internet, and coproprieters are recruited. 
An ownership section of every property is divided into as small portions 
as possible and jointly operated by the plurality of customers with the 
initial investment reduced to the minimum. The customer selects a 
property purchased from Internet information and places a request . On the 
basis of this information, the central management center coordinates every 
property and mediates the architecture builders . The customer can 
easily invest since the initial investment amount of money is small , and 
the customer is not loaded with a large interest cost. The collection of 
funds is based on a ten-year investment plan, and after that, all the 
collections are regarded as incomes, and thus it plays as an auxiliary 
pension. Accordingly, problems that, (1) the number of commodities securely 
expectable in investment effect due to a sharp drop in economy, and (2) 
partly restricted customersO invest only by the limited information due to 
too much initial investment amount, while a certain level of an investment 
effect for the apartment operation can be expected, can be solved. 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide an electronic commerce system capable of 
reducing overall costs by offsetting a construction undertaking cost to a 
designated worker in regard to a construction request or the like from a 
client regarding electric commerce wherein a contractor undertakes a 
construction contract agreement from the client , but designates not a 
third party but the client as the worker for conducting a constructing 
portion . 

SOLUTION: The electronic commerce system carries out electronic commerce on 
online communication. It has a first portion information sending means for 
sending a first request content from a client terminal by the client , 
a first information receiving means for receiving the first request 
content sent from the first portion information sending means for carrying 
out a process regarding the electronic commerce by the contractor , a 
second portion information sending means for sending a second request 

content of a portion that is at least the actual work in the process 
regarding the electronic commerce by the contractor , and a second 
information receiving means for receiving the second request content sent 
from the second information sending means in possession of the contractor 

for the client to undertake the actual work from contractor . 
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INTL CLASS: G06F-017/60 



ABSTRACT 



PROBLEM TO BE SOLVED: To provide a system, method, and software program 
for linking the user /requester to a service provider selected from a 
plurality of different service providers . 

SOLUTION: The system includes the providing of a services directory which 
includes entries for a plurality of services , each service associated 
with at least one of the plurality of different service providers . 
The user selects evaluation criterion for selection of a service 

provider , and the system, based on the criterion, automatically provides 
a requester with a list of one or more of the plurality of different 

service providers . The requester then selects one of the plurality of 

different service providers from the list. The user then submits a 

request for a desired service to the selected service provider and 
the provider provide the desired service . 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide a service guiding system and method 

for allowing a service provider side to recommend on a request from a 

customer who wants to receive any service , and to reply to the request 
of the customer . 



SOLUTION: This service guiding system is provided with a request 
accepting means for receiving basic information and request information, 

a service provider notifying means for notifying a service provider 
of the reception of new request information, a request reading means 

for receiving a request reading request for reading the request 
information, and for transmitting the request information and the whole 

part or a part of the replies of the other service providers to the 
request information, and a replying means for receiving the reply to the 
request transmitted to the service provider terminal from the 

service provider terminal, and for opening the received reply to at 
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least the other service provider , and for transmitting the whole part 
or a part of the replies to the request information to the customer 
terminal after the arrival of a replay period preliminarily decided by the 

customer in the readiest information. 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide a content security method that can 
ensure reliable security while effectively using an ASP (application 
service provider ) site. 

SOLUTION: Each of two or more pieces of file data generated by dividing a 
piece of data is stored in at least two of two or more ASP sites. A 
database (14) has storage information indicating two or more storage ASP 
sites (11, 12, 13) in which each of two or more piece of the file data is 
stored. A content providing server (1) , according to request information 
(31) from a client terminal (2), gets access to an information database 
(14) to search for the storage information, reads out, depending on the 
storage information retrieved, two or more piece of the file data from each 
of two or more storage ASP sites (11, 12, 13), restores a piece of the 
data, and transmits a piece of the data restored to an output terminal that 
has been designated previously. 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide an electronic transaction reservation 
managing method and a system for estimating arrival times at a transaction 
location , even in a state where at least one of service users (a 
customer ) and a service provider (a store) is in the middle of 
traveling, and to carry out a transaction time reservation without complex 
procedures . 

SOLUTION: A mediator holds a provided service contents list of the 
service provider for mediating a service request from the service 
user, collects position information of the service user and the service 
provider , and holds positional relationship of both of the service 
user and the service provider . With regard to the service request 
sent from the service user to the service provider through the 

mediator, the mediator calculates the time when the service user and the 
service provider will contact each other, to enable transaction from 

the position information and the contact location information of the 
service user and the service provider . 
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A] 



ABSTRACT 



PROBLEM TO BE SOLVED: To allow a service provider to promote sales 
and simplify paperwork, and to allow a customer to improve convenience 
and simplify the charge processing, etc., in a catering commodity ordering 
and order reception system and method where the employees of prescribed 
number of customer corporations order the catering commodities which are 
handled by prescribed number of business bodies and receive delivery of 
these commodities. 



SOLUTION: In this catering commodity ordering/order reception system 11, a 
commodity screen file production means 26 extracts the commodity data 
handled by prescribed number of business bodies from a DB 24 in response to 
the commodity purchase requests given from customer terminals 13 (15) 
via a network 12. Then the means 26 produces an image file and displays it 
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to customers for his/her selection of commodities. An order file editing/ 
production means 27 produces the business body order files where the order 
commodities are collected at least for every business body when the order 
commodity data are inputted from the customers . Then the means 27 
displays the order files in response to the reading requests given from 
the business body terminals 16. 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide the name of a shop which provides a 
commodity desired by a user at a lowest price and the commodity price 
thereof to the user. 

SOLUTION: An information collector transmits the commodity price of a sales 
agent collected from insert leaflets of newspapers to a server terminal 3 0 
of a service provider from a terminal 20 via a network 100, and 

registers it in a commodity price database 40. Users register the sales 
agents for their regular shopping in a customer information database 50 
of the server terminal 30. When the user transmits the readiest for the 
information on the lower price of the designated commodity from a terminal 
10 to the server terminal 30 via the network 100, the server terminal 30 
retrieves the information on the lower commodity price including at least 
the sales agent for selling the commodity at a lowest price and the 
commodity price among the sales agents registered in the customer 
information database 50 as the sales agent which sells the commodity 
designated by the request and is regularly visited by the user out of the 
commodity price database 40, and transmits the retrieved result to the user 
terminal 10 . 
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ABSTRACT 



PROBLEM TO BE SOLVED: To provide a transfer method of building 
construction information and its system transferring photographic data 
showing the progress of a building between an owner and a building firm 
contracting for the building work of the owner on-line and, at the same 
time, recording and keeping the photographic data together with other 
relevant information in recording media such as CRROM or the like. 

SOLUTION: A plurality of photographs taken with the progress of the 
construction as a photographic information are kept, a home page opening on 
the network is prepared, the photographic information is published on the 
home page, an identification code (ID) accessible to the photographic 
information by the owner is provided to the owner , the photographic 
information is transferred to the owner on the home page according to the 
owner ' s request , at least one building information selected from the 
group consisting of an architectural drawing, a building specification, a 
list of related contractors engaged in the construction and the main 
point of maintenance and the photographic information are kept in the 
recording media such as CDROM, and the recording media is distributed to 
the owner . 
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..INTERNATIONAL PATENT CLASS (V7): G06F-017/60 

..SPECIFICATION line services has also enabled the individual personal 
computer user to participate as a content provider . It is estimated 
that the worldwide market for electronic information in 1992 was 
approximately $40 billion and is expected to grow to $200 billion by 
1997, according to Microsoft Corporation. The present invention can 
materially enhance the revenue of content providers, lower the 
distribution costs and the costs for content, better support advertising 
and usage information gathering, and better satisfy the needs of 
electronic information users. These improvements can lead to a 
significant increase in the amount and variety of electronic information 
and the methods by which such information is distributed. 

The inability of conventional products to be shaped to the needs of 
electronic information providers and users is sharply in contrast to the 
present invention. Despite the attention devoted by a cross-section of 
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America's largest telecommunications, computer, entertainment and 
information provider companies to some of the problems addressed by the 
present invention, only the present invention provides commercially 
secure, effective solutions for configurable, general purpose electronic 
commerce transaction/distribution control systems. 

Controlling Electronic Content 

The present invention provides a new kind of "virtual distribution 
environment" {called "VDE" in this document) that secures, administers, 
and audits electronic information use. VDE also features fundamentally 
important capabilities for managing content that travels "across" the 
"information highway." These capabilities comprise a rights protection 
solution that serves all electronic community members. These members 
include content creators and distributors, financial service providers, 
end-users, and others. VDE is the first general purpose, configurable, 
transaction control/rights protection solution for users of computers, 
other electronic appliances, networks, and the information highway. 

A fundamental problem for electronic content providers is extending 
their ability to control the use of proprietary information. Content 
providers often need to limit use to authorized activities and amounts. 
Participants in a business model involving, for example, provision of 
movies and advertising on optical discs may include actors, directors, 
script and other writers, musicians, studios, publishers, distributors, 
retailers, advertisers, credit card services, and content end-users. 
These participants need the ability to embody their range of agreements 
and requirements, including use limitations, into an "extended" agreement 
comprising an overall electronic business model. This extended agreement 
is represented by electronic content control information that can 
automatically enforce agreed upon rights and obligations. Under VDE, such 
an extended agreement may comprise an electronic contract involving all 
business model participants. Such an agreement may alternatively, or in 
addition, be made up of electronic agreements between subsets of the 
business model participants. Through the use of VDE, electronic commerce 
can function in the same way as. traditional commerce (horizontal bar) that 
is commercial relationships regarding products and services can be shaped 
through the negotiation of one or more agreements between a variety of 
parties . 

Commercial content providers are concerned with ensuring proper 
compensation for the use of their electronic information. Electronic 
digital information, for example a CD recording, can today be copied 
relatively easily and inexpensively. Similarly, unauthorized copying and 
use of software programs deprives rightful owners of billions of dollars 
in annual revenue according to the International Intellectual Property 
Alliance. Content providers and distributors have devised a number of 
limited function rights protection mechanisms to protect their rights. 
Authorization passwords and protocols, license servers, "lock/unlock" 
distribution methods, and non-electronic contractual limitations imposed 
on users of shrink-wrapped software are a few of the more prevalent 
content protection schemes. In a commercial context, these efforts are 
inefficient and limited solutions. 

Providers of "electronic currency" have also created protections for 
their type of content. These systems are not sufficiently adaptable, 
efficient, nor flexible enough to support the generalized use of 
electronic currency. Furthermore, they do not provide sophisticated 
auditing and control configuration capabilities. This means that current 
electronic currency tools lack the sophistication needed for many 
real-world financial business models. VDE provides means for anonymous 
currency and for "conditionally" anonymous currency, wherein currency 
related activities remain anonymous except under special circumstances. 

VDE Control Capabilities 
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a "negotiation" between, the control requirements of, two or more parties 
and enacts terms and conditions of a resulting agreement. VDE ensures the 
rights of each party to an electronic agreement regarding a wide range of 
electronic activities related to electronic information ...568 may 
request that the load module 1100 be loaded from secondary storage 562. 
This request may be in the form of an RPC call to secure database 
manager 566 to retrieve the load module and associated data structures, 
and a call to encrypt /decrypt manager 556 to decrypt the load module 
before storing it in memory allocated by memory manager 578. 

In somewhat more detail the preferred embodiment executes a load module 
1100 by passing the load module execution manager 568 the name (e.g. , VDE 
ID) of the desired load module 1100. LMEM 568 first searches the list of 
"in memory" and "built-in" load modules 572. If it cannot find the 
desired load module 1100 in the list, it requests a copy from the secure 
database 610 by issuing an RPC request that may be handled by ROS secure 
database manager 7 44 shown in Figure 12. Load module execution manager 
568 may then request memory manager 578 to allocate a memory page to 
store the load module 1100. The load module execution manager 568 may 
copy the load module into that memory page, and queue the page for 
decryption and security checks by encrypt /decrypt manager 556 and key and 
tag manager 558. Once the page is decrypted and checked, the load module 
execution manager 568 checks the validation tag and inserts the load 
module into the list of paged in modules and returns the page address to 
the caller. The caller may then call the load module 1100 directly or 
allow the load module execution module 570 to make the call for it. 

Figure 15a shows a detailed example of a possible format for a channel 
header 596 and a channel 594 containing channel detail records 594(1), 
594(2),... 594 (N). Channel header 596 may include a channel ID field 
597(1), a user ID field 597(2), an object ID field 597(3), a field 
containing a reference or other identification to a "right" (i.e., a 
collection of events supported by methods referenced in a PERC 808 and/or 
"user rights table" 464) 597(4), an event queue 597(5), and one or more 
fields 598 that cross-reference particular event codes with channel 
detail records ("CDRs"). Channel header 596 may also include a "jump" or 
reference table 599 that permits addressing of elements within an 
associated component assembly or assemblies 690. Each CDR 594(1), ... 
594 (N) corresponds to a specific event (event code) to which channel 594 
may respond. In the preferred embodiment, these CDRs may include 
explicitly and/or by reference each method core 1000N (or fragment 
thereof), load module 1100 and data structure ( s ) , (e.g., URT, UDE 1200 
and/or MDE 12 02) needed to process the corresponding event. In the 
preferred embodiment, one or more of the CDRs (e.g., 594(1)) may 
reference a control method and a URT 464 as a data structure. 

Figure 15b shows an example of program control steps performed by SPE 
503 to "open" a channel 594 in the preferred embodiment. In the preferred 
embodiment, a channel 594 provides event processing for a particular VDE 
object 300, a particular authorized user, and a particular "right" (i.e., 
type of event). These three parameters may be passed to SPE 503. Part of 
SPE kernel /dispatcher 552 executing within a "channel 0" constructed by 
low level services 582 during a "bootstrap" routine may respond initially 
to this "open channel" event by allocating an available channel supported 
by the processing resources of SPE 503 (block 1125) . This "channel 0" 
"open channel" task may then issue a series of requests to secure 
database manager 566 to obtain the "blueprint" for constructing one or 
more component assemblies 690 to be associated with channel 594 
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Detailed Description 

Five categories of information 
are supported by ADF 1.0 include lead information, vehicle information, 

customer information, intermediary information and service provider 
information. Moreover, each category may include several tags for 
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subcategories of information. For example, vehicle information may 
include tags for 

year, make and model. Customer information may include tags for name 
and 

contact information. Other categories of sub-information will... 

.quality control functions. Of course, other data formats are possible, 
and the universal data format selected to be 

supported by the exemplary lead management system need not be ADF 1 
[0025. . . 

. leads at 

lead manager 100, then operates to distribute those leads to appropriate 
dealers 114. Matching a lead to an appropriate dealer 114 may depend on 
geographic location , prior relationship, dealer need, or other 
determining factors. For example, if a lead refers to a potential 
customer who resides in a certain geographic area of the United 
States, . lead manager 100 may limit the selection of dealers to whom 
that lead might be forwarded to those within a certain proximity of that 
geographic location . Also, if a customer has already established a 
relationship with a particular dealer, historical data about which 
may be stored in database 112, a lead regarding that customer may be 
forwarded to that particular dealer in order to build on the pre-existing 



...lead to a dealer, 
8 

within a set of appropriate dealers, who has received the fewest leads 

in recent history. Alternatively, dealers with historical data of 
successful lead throughput may be awarded. . . 

...future leads, for business efficiency purposes. Of course, other 

variations, methods, and criteria for dealer selection are possible and 
will be recognized by those skilled in the art. 

[0026] Once a dealer is selected as an intended recipient of an incoming 
lead, the type of lead management software operated by that dealer is 
identified. This may be done, for example, by identifying the particular 
brand or version of software that the dealer is running. Dealers may 
register with lead manager 1 00 to indicate the brand or type of software 
that they operate, so that the lead management system may be prepared to 
interface with that software. 

Database 112 may store the registration information , so that lead 
manager 1 00 may associate a software type with a particular dealer upon 
a simple query. 

After the particular brand or type of dealer software is identified, lead 
manager I 00 identifies an intermediary 116 for that software type. An 
intermediary may be, but is not necessarily, the entity that manufactured 
the identified software 

type. Intermediaries may also include service providers who support the 
identified software type, or other third parties capable of interfacing 
with the dealer's software. As shown in FIG. 1, a single intermediary 116 
can service lead management software for multiple dealers II 4. 

[0027] After identifying an intermediary, lead manager 100 forwards a 
received lead to the identified intermediary 116, along with instructions 
regarding which dealer the intermediary should deliver the lead to. The 
instructions may be, for example, a unique identifier assigned to the 
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dealer, which indicates to the intermediary the identity of the dealer to 
whom the lead is to be forwarded. The intermediary, in accordance with 
these instructions, whatever form the instructions may comprise, forwards 
the lead to the identified dealer, who can then utilize the lead to 
generate business and initiate a sale. 

Leads may be transmitted between lead manager 1 00 and intermediary 116 
via 

an e-mail in an ASCII format, Web Service, HTTP POST, or may conform to 
another data format selected for ease of transmission and subsequent data 
access and processing. These formats are explained in further detail 
below. 

Other appropriate universal data formats for lead data will be recognized 

by 

9 

those skilled in the art, and should be selected to conform with 
requirements of 

both lead manager 100 and data receiving functions of the dealers' lead 
management software applications. Also, the lead data may be formatted so 
as to be content rich. For example, incoming leads from external sources 
may be content rich, providing detailed information about a potential 
buyer beyond basic name and address information, extending to details 
regarding whether the customer is pre-approved for loans, additional 
accessories the customer is interested in, and the like. By selecting an 
appropriate transmission format, the detailed information may be 
preserved, such that the content rich lead is forwarded to the dealer 
without a significant loss of useful information. 

[0028] As described above, an appropriate transmission format from the 
lead manager to an intermediary may comprise, for example, an 
ADFcompliant XML structure. As explained above, the ADF format is an open 
XMLbased standard for the interchange of lead information via e-mail. 
Several data fields may be established and populated upon arrival of an 
incoming lead, to prepare the lead for distribution to a dealer. For 
example, a "From: " field may contain an e-mail address for a registered 
lead source. The email address may 

be registered with the lead manager component and marked within the 
exemplary lead management system as an active lead provider. A "To:" 
field may include an e-mail address associated with the lead manager 
component of the lead management system. A "Subject:" filed may contain 
the actual lead 

data, in an ADF XML plain text format. An example of a lead structured 
according to the exemplary ADF structure is illustrated below. 

To: anewlead@MyLeadManager.com 

From: externalsource@leadprovider . com 

Subject . 

<?xml version=" 1.0" encoding = "uff-8" ?> 
<soap : Envelope 

xmlns : xs i = " h t tp : / / www . w3 . org/ 2 0 0 1 /XMLSchema- ins t ance " 
xmins :xsd="http: //www.w3 . org/ 2 001 /XMLSchema" 
xmins : soap= "hf tp : Hschemas .xmlsoap.org/soap/envelope/ "> 
<soap : Body> 

<NewLead smlns= x http: / / tempura . orgPS 

<IeadProviderlD>string</IeadProviderlD> 

<IeadlD>string</Iead[D> 

<retURL>string</retURL> 

<adf Data>string</adfData> 

10 
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after a dealer has received a lead, the lead manager component of an 
exemplary lead management system receives lead throughput data. The data 
may come directly from the dealer, or via an intermediary or other 
intermediary for interfacing purposes. As described above, lead 
throughput data may be transmitted from dealer to lead manager 
periodically, and at multiple times during the existence and follow-up of 
a lead. In an exemplary embodiment, lead throughput data may be 
transmitted daily, to provide the lead manager with consistent daily 
updates regarding each dealer's timeliness, accuracy and method of 
follow-up on the leads it has received. The periodic transmissions may be 
part of a batch run that is initiated by either the lead manager or by 
the intermediary's or dealer's own lead management software. At block 
502, the lead throughput data are stored, such as in database 112 in FIG. 
1. At block 

504, the lead throughput data may be accessed and analyzed to determine 
various properties regarding the dealer's follow-up and success with the 
lead. 

Hence, success metrics indicative of these and other properties of lead 
throughput are generated at block 506. A company operating the lead 
management system may thus validate the success of its leads and make 
future business decisions based on that measure of success. 

[0037] FIG. 6 illustrates various components of an exemplary lead 
management system and 
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Detailed Description 

for generation and transmitting reservation 

9 

requests and related date therefrom; at least one remote service 
provider 

computer; a local host computer and server having a network connection 
with both of saidsaid connection allowing data transfer 

between a host on the one hand and a client and a service provider 

respectively on the other hand. Within said host server is provider means 
for acquisition and. . . 

...server. The inventive system, importantly, also includes an intelligent 
software agent comprising an algorithm for selecting a service 
provider for task execution of said validated record, the algorithm 
includes (i) a second data structure of member service providers ; 
(ii) means for applying to said 

validated record combinations of client and host specified criteria of 
provider rates, geographical data, vehicle type, vehicle availability, 
personnel inclusive of languages spoken, insurance type held by the 
service provider , and ranking by server-determined qualification; and 
(iii) 

means for resolving algorithmic ties or deadlocks... 

...of host ranking, a rotating list of providers, or a random function 
thereof. A remote client may also access said second data structure to 
10 

directly select a service provider according to information 
obtained 

therefrom but without otherwise employing said intelligent software 
agent . 

After selection of a service provider by either said intelligent agent 
or the client, the first selected service provider is provided is 
advised, 

through said network connection, of its selection for execution of said 
reservation record. The system further includes means for obtaining a 
confirmation of acceptance of an offer of said record from the selected 
service provider. There is further provided means for reiterating use of 
said intelligent agent if said first selected provider declines execution 
of said reservation record or does not respond 
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Claim 

... that generally corresponds to the customer profile based on the score. 
1 5 

76 A service provider referral system comprising: 

at least one computer having an associated memory operable to store one 
or more 

service provider profiles each having at least one credential; 
a data communications channel operable to transmit at least a portion of 
the service provider profiles to a verifier and receive verification 
inf ori-nation from the verifier, the computer being operable to identify 
service provider profiles having credentials that cannot be verified 
and compile one or more verified service provider 
profiles ; 

at least one insurance policy insuring that the credentials of each of 
the verified 

service provider profiles are correct; 
wherein the computer is operable to receive one or more service 
provider profiles each having at least one absolute service provider 

matching criteria and at least one 
tiered service provider matching criteria; 

receive at least one customer profile having at least one absolute 
customer 

matching criteria and at least one tiered customer matching 

criteria; 

generate a score for each service provider profile based on the 
absolute service provider matching criteria, tiered service 
provider matching criteria, absolute customer 

matching criteria and tiered customer matching criteria; and 
identify at least one verified service provider profile that 
generally corresponds to the customer profile based on the score. 
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Claim 

overview of a preferred embodiment of the invention is shown having at 
least one wide area network server I 00 connected to a widearea-network 
or the Internet 200. The server... 

...type telephone server 300. The telephone server 300 is an Intelligent 
Peripheral coupled to a Service -Switching-Point (SSP) . The SSP is 
connected to a local telephone exchange network 3 10 that is also 
coupled to both a wireless service provider 320 and a wired service 

provider 330. The use of an Intelligent Peripheral server 300 allows 
access to Public-Packet-Switched. . . 

...Signaling-Digital-Networks, X.25 networks, TCP/IP, ATM and Frame Relay 
networks. The wireless service provider 320 is connected to a 
plurality of wireless devices via a wireless gateway 340. The wired- 
service provider 330 is used to connect to a phone 332, facsimile 334, 
or other communication devices... 

. . .being 1 5 queried and the number of times the potential trader purchased 
products or services through the system. While the potential trader is 
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browsing products being offered on the website, the server 100 can 
determine the location of the potential trader in case an on-site visit 
by a sales representative is . . . 

...information, the server 100 will generate a pop-up window of a map 

showing the location . Otherwise, the server 1 00 can perform a reverse 
IP lookup by querying reverse IP... 

. . . such as 
6 

Lttp: //www.amnesi . com/hostinf o/ipinf o . jhtml or the proposed SRI 
geographical location provider website, i.e. a geo-registrar , to 
determine the geographic location of the potential trader. 
Alternatively, any off-the-shelf EP look-up engine can be... 

. . .place of the JavaScript to perform the look up of the DNS LOC or the 
location from the geo-registrar. The server 1 00 also uses this 
information to store information. . . 

...such infortnation with an existing account. Of course, an interested 
trader can always give the area code or the zip code as part of a 
sales inquiry. The system can then reverse match the area 1 0 code or 
the zip code with a respective pre-stored database to determine the 
location of the trader. In order to determine which sales representative 
should handle the on-site... 

...is known to spend, cumulatively, at least $10,000, and the trader 
purchased products or services from a specific sales representative, 
the server I 00 returns a weight of N4 . The weighting factors Nn 
determine which sales representative should receive ...or any authorized 
person, while on the road, to change information regarding any products 
or services for sale on-line. To perform this while onthe road, a 
wireless Personal-DigitalAssistant (PDA. . . 

. . .allows trader 400 to type in pertinent information and other queries at 
S4. The trader selects , at S5 , whether the response should be by voice, 
e-mail, an on-line live... 

. . .and the query is a text query 
accompanied by contact 
9 

information or the geographical location of the trader. Conceivably, 
the salesperson, along with a sample of the merchandise, could show up on 
the door of the trader's office within a few minutes of the trader's 
request . Suppose the trader selects on-line interaction. At this 
point, the server automatically routes the request or query to. . . 

. . .To prepare the on-line staff person, a pop-up window, replicating the 
trader's screen appears on the staff s person graphical user interface 
13 0. Another pop-up window also appears on the screen to give more 
detailed information regarding the trader, such as past visits, duration 
of shortest . . . 

...interaction and intercede, if necessary, to close a deal. 1 5 Suppose 
the trader 400 selects e-mail response. The server I 00 automatically 
routes the request or query to a staff person. The staff person can 
respond immediately and provide a prompt to the trader for on-line 
interactions or an actual visit as described above. In cases where the 
trader 400 is physically located at a trade conference and desires to 
know more about a product or component offered at the on-line site, a 
sales person can meet up with the trader 400 at the trade show. Another 
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responding to queries from the user devices regarding data stored in the 
database, 

wherein the queries include a format of a response desired; 
selecting a particular communication device as a function of 
predetermined relationships 
stored in the database; 

transmitting an acknowledgment of the queries in the desired format; 
transmitting, substantially in real-time, the queries to the selected 
communication device; receiving commands from the communication device to 
change data stored in the 
database; 

verifying whether the commands are authorized; 

changing the data in the database according the authorized command; and 
broadcasting the changed data over the network. 
1 5 

. The method according to claim 16, wherein the transmitting of the 
queries to the selected communication device ftirther comprises 
translating the queries to a different medium of communication. 

18 The method according to claim 16, wherein the desired format includes 
at least one of email, telephonic, or a human operator. 

19 The method according 



12/3 ,K/6 (Item 5 from file: 349) 

DIALOG (R) File 349:PCT FULLTEXT 

(c) 2006 WIPO/Univentio. All rts . reserv. 

00857679 **Image available** 

DISTRIBUTED INFORMATION METHODS AND SYSTEMS USED TO COLLECT AND CORRELATE 

USER INFORMATION AND PREFERENCES WITH PRODUCTS AND SERVICES 
SYSTEMES ET PROCEDES D 1 EXPLOITATION REPARTIS UTILISES POUR COLLECTER ET 

CORRELER DES PREFERENCES ET DES INFORMATIONS UTILISATEUR A DES PRODUITS 

ET A DES SERVICES 
Patent Applicant /Assignee : 

TRUEPRICING INC, 2 North Lake Boulevard, Suite 1040, Pasadena, CA 91101, 

US, US (Residence) , US (Nationality) 
Inventor (s) : 

MARTIN Jeffrey W, 51 Glensummer Road, Pasadena, CA 91105, US, 
HAWKINS Campbell, 3350 Yorkshire Road, Pasadena, CA 91107, US, 

Legal Representative : 

ALTMAN Daniel E (agent), Knobbe, Martens, Olson & Bear, LLP, 620 Newport 
Center Drive, 16th Floor, Newport Beach, CA 92660, US, 

Patent and Priority Information (Country, Number, Date) : 

Patent: WO 200191422 A2-A3 20011129 (WO 0191422) 

Application: WO 2001US16670 20010523 (PCT/WO US0116670) 

Priority Application: US 2000206609 20000523; US 2000254075 20001207 

Designated States: 

(Protection type is "patent" unless otherwise stated - for applications 
prior to 2004) 

AE AG AL AM AT AU AZ BA BB BG BR BY BZ CA CH CN CR CU CZ CZ (utility 
model) DE DE (utility model) DK DK (utility model) DM DZ EE EE (utility 
model) ES FI FI (utility model) GB GD GE GH GM HR HU ID IL IN IS JP KE KG 
KP KR KZ LC LK LR LS LT LU LV MA MD MG MK MN MW MX MZ NO NZ PL PT RO RU 

SD SE SG SI SK SK (utility model) SL TJ TM TR TT TZ UA UG UZ VN YU ZA ZW 

(EP) AT BE CH CY DE DK ES FI FR GB GR IE IT LU MC NL PT SE TR 

(OA) BF BJ CF CG CI CM GA GN GW ML MR NE SN TD TG 

(AP) GH GM KE LS MW MZ SD SL SZ TZ UG ZW 

(EA) AM AZ BY KG KZ MD RU TJ TM 
Publication Language: English 



JMB 



31-Mar-06 



EIC 3600 Dialog Search 

Filing Language: English 
Fulltext Word Count: 26836 

Main International Patent Class (v7) : G06F-017/60 
Fulltext Availability: 
Claims 

Claim 

... in a store, the first terminal configured to receive customer profile 
information 

and a customer request for information on at least a first 
itern-type; 

a first computer system configured to receive customer profile 
informatinn and. . . 

...the first terminal, product information over a network from a product 
provider computer system, and service information over the network from 
a service provider computor system, wherein the product information 
is related to the first itern-type, and to store the received customer 
profile information, product information, and 

service information in at least a first database; 
a first module stored in the first computer system, the first module 
configured to select product information and service information and 
rank products corresponding to the product information and services 
corresponding to the service information hased on at least the 
customer profila information and the customer 
request; 

a second module stored in the first computer system configured to receive 
at least a portion of the selected product information, servico 
information, and rankings and to transmit the received solectad product 
information, service information, and rankings to the first terminal; 
and a third module stored in the first computer system configured to 
receive an order from the customer for at least a first product related 
to the transmitted solected product information and further... 

...to instruct at least a first store employee to provide the ordered item 
to the customer . 

64 The networked provisioning system as defined in Claim 63, further 
comprising a customer relationship management 

module configured to provide automated marketing to the customer. 

65 The networked provisioning system as definad in Claim 63, further 
comprising an affiliate module, configured to determino if the customer 
is entitled to a discount intended for members of a first organization. 

66 The networked provisioning system as defined in Claim 63, further 
comprising an interface configuration module configured to store 
customized Web pagos for a plurality of different stores. 

67 The networked provisioning system as defined in Claim 63, further 
comprising at least one of a downloadable phono ringer tono, (inverted 
exclamation mark)mago and (inverted exclamation mark) con stored an said 
first terminal for downloading to an item corresponding to the first item 
typO. 

68 The networked provisioning system as defined in Claim 63, further 
comprising at least a first instruction configured to offer the customer 
at least one of goods and services related to the first product without 
the customer asking for information on the at least one of goods and 
services . 
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69 A networked provisioning system, comprising: 

a first instruction configured te be stored en a termina { inverted 
exclamation mark) located in a store, the first instruction configured te 
receive customer profile information and a customer request for 
information related te at least 
one of a first product and a first service; 

a second instruction configured te be stored en a first computer system, 
the second instruction configured te receivo information from the first 
terminal, including customer profile information and the request for 
information related te at least ono of the first product and the first 
service, a third instruction configured te receive product information 
ovar a network from a product provider computer system, and service 
information ovar the network from a service provider computer system, 
including information related te the at least one of a first product and 
a first service; a fourth instruction configured te selectively transmit 
te the first terminal at least portions of at least 
ono of the product information and the service information; 
a fifth instruction configured te rank at least one of products 
corresponding te the product information and services corresponding te 
the service information based en at least the customer profila 
information and the customer request; 

a sixth instruction configured te provide ranking information te the 
first terminal; a seventh instruction configured te transmit an offer of 
service corresponding te the first product in responso te at least ona of 
the customer requesting information en the first product and ordering the 
first 

product; and 

an eighth instruction configured te activate servica corresponding te the 
offered service at least partly 
in responso te the customer 
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Claim 

. . . wherein the request for additional information is communicated via an 
Internet connection. 
57 

. Themethodof elaim9 5 , whereinthes tepof select ineratleas tonegood/ service 
provided by the provider further comprises: 

receivina an indication of a promoted erood/servico currently provided by 
the 

provider, 

receiving a menu listing of at least one erood/ service provided by the 
provider; selecting at least one of the promoted crood/ service and a 
good/ service listed on the 
menu ; 

communicating the selection of the 2ood/ service to the provider; and 
determining at least one location which provides the crood/ service 
and from which it is 1 ( most convenient for the user to receive the 
crood/ service . 
c 

102. The method of elaim 95, wherein the directions are provided in at 
least one form selected from the group consisting of: a map. indicator 
signals, audible, visual, and written. 103. The method of claim 95, 
wherein the user identifiers are communicated at the time of selection 
of a good/ service by the user. 104. The method of claim 95, wherein the 
user identifiers are communicated. . . 

...The method of claim 95, wherein the user identifiers are communicated 
via at least one selected from the group consisting of: the Internet, 
intranet, private network, public network, point-to-point... 

. . .wherein the step of Identifymor a destination associated with the 

address based upon the first location further comprises the steps of: 
accessing a data file designated by the address; 

determining the availability of the goods/ services selected by the 
user; 

determining an estimated waiting time for delivery of the goods/ services 
; and selecting from the data file a destination based upon the first 
location , the availability 
and the estimate waitincr time; 

whereupon arrival of the user at the destination, the goods/ services 
are available for an expedited provisioniner to the user. 111. The 
method of . . . 

...1 10. wherein the data file further comprises an Internet site hosted by 
an Internet Service Provider . 1 12. A provider system for providing 
at least one good/ service to a user, whereupon the goods/ services 
selected by the user is related to a program associated with additional 
information, the program being received by a user system, such that 
directions to a destination location affiliated with the provider and 
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26 The data processincr center of claim 125, wherein the automated data 

processing center further comprises a MOTES processiner system. 

c 

127. A computer system for expediting the provisioning of at least one 
good/service to a user based upon a determination of a destination based 
upon a current location of the user and an address related to the 
good/service, the address beincr provided in conjunction with a 
programminor signal, comprising: 

a communications component that establishes communications connectivity 
between 

a user and the computer system, and the computer system and at least one 
online information provider; 

an address processing component that determines which online information 
provider 

to contact based upon an address received from the user, establishes a 
1 0 connection with the online information provider via the 
communications component, and retrieves a listing of at least one 
destination associated with 
the online infor-mation provider; 

a destination selection component that receives the listing of at least 
one destination from the acidress processing component and identifies at 
least one destination 
as a final destination; 

a mapping component that receives the final destination and the current 
location, generates directions from the current location to the final 
destination, and provides a result of the direction generation to the 
communications component 
for communication to the user; and 

a transaction expediting component that expedites the processing of at 
least one 

transactional component necessary to expeditiously provide at least one 
good/service to the user at the destination in response to a request by 
the user for the good/service. 128. The computer system of claim 127, 
wherein the communications component controls the operation of a modem 
provided in the computer system. 129. The computer system of claim 127, 
wherein the acidress processing component further comprises a Web browser 
which establishes, via the communications component, 
62 

. The computer system of claim 127, wherein the destination selection 
component identifies a destination as the final destination based upon at 
least one parameter selected from the group consistiner of: a commute 
time, a commute distance, and a recommended route between each of the 
destination and the current location. 13 1. The computer systei-n of 
elaim 127, wherein the transaction expeditine, component 
zr 

further comprises a MOTES system. 132. The computer system of claim 131, 
wherein the MOTES system processes information pertaining to the user 
selected from the group consisting of: payment information, user 
identification, user preferences, and delivery information. 133. A 
computer-readable medium including a program code, the program code 
including instructions for use in expeditinor the provisioning of at 
least one good/ service based upon a determination of directions from a 
first location to 
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Claim 

subscription ticket, thereby fulfilling the desire for owning them 
during validity-period. Further, since the service is provided through 
internet, the limitation regarding place is overcome, thereby providing 
convenience . 

The service provider can maintain the data that the user had used. In 
this way, the related fields... 

. . .the frequency of using data can be recognized, it is possible to 

distinguish the premium clients from the other clients to take care 
of them. In addition, the user can make bookmark in every material... 

. . .internet, wherein 

said method provides user with subscription ticket for using publications 
and electronic books selected by the user during validity-period after 
receiving subscription request information regarding the publications and 
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.subscribe to, from the user computer; and provides the user computer 
with contents of the selected publications and electronic books, 
depending on the provided subscription ticket. 
[Claim 21 
A method for . . . 

. database, 

(b) a step for generating subscription ticket so that the user can use 
the selected publications and electronic books during validity-period 
and by valid times, storing information regarding the... 

.request from 

the user computer and providing the user computer with the contents of 
the 

selected publications and electronic books according to the scope of 
the 

authenticated subscription ticket. 
[Claim 31 

The method of Claim 2, wherein said subscription readiest information 
comprises at least one among ID of requested copyright product, title, 
field, author, publishing company, publishing date, information' of price 
and account, kind of requested subscription ticket (validity- time, 
effective using times, validity-period, general / free/ fixed free, ...that 
shows list of copyright product wherein subscription 
ticket can be sold; 

a step for selecting copyright product that the user wants to subscribe 
to 

and selecting kind of the subscription ticket; and 

a step for imposing using fee to the user according to the kind of the 
selected copyright product and the kind of subscription ticket. 
[Claim 61 

The method of Claim 2. . . 
.can be subscribed; 

a step for sending the contents of the copyright product that is 
selected by the user among the list of the subscription ticket, to the 
user computer; and 

a step for renewing information regarding the provision of the copyright 
products along with the user information. 
[Claim 81 

The method of Claim 2, wherein said server computer further comprises 
validity-period terminating program for treating the termination of the 
validity 

period of the subscription ticket, 

and wherein said method further comprises a step for checking 
validityperiod of the subscription ticket that the user owns every 
predetermined period (every hour, every day, every week, every month, 
etc.), changing current state of 
24 

the subscription ticket in subscription ticket table showing list of 
copyright products that the user can subscribe to, into the state of 
expiry and limiting the user's expired subscription ticket. 
[Claim 91 

The method of Claim 2, wherein said server computer further comprises 
validity-period renewal program for treating the renewal of 
validity-period of 
subscription ticket, 

and wherein said method further comprises a step for imposing using fee 
to the user when the user requests renewal of the validity-period in the 
list showing subscription tickets that the user had owned and that the 



JMB 



31-Mar-06 



EIC 3600 Dialog Search 

user currently owns, changing the current state of the subscription 
ticket in subscription ticket table showing list of copyright products 
that the user can subscribe to, into the state of "Being Used, " and 
renewing the user's subscription ticket. 
[Claim 101 

A system for selling 
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Claim 

user, ad-related statistical data, features of the software used by 
the user, and user- selected settings. 260. The software as set forth in 
Claim 259, further comprising an audit data transmit function that 
transmits the audit data to a prescribed server. 

261. The software as set forth in Claim 2 60, wherein: 

the audit data transmit function generates a send audit data display 
window that requests the user's permission to transmit the audit data to 
the prescribed server; 
and 

the audit data transmit function transmits the audit data only in 
response to a user's grant of permission to do so. 

262. The software as set forth in Claim 260, wherein: 

the audit data transmit function generates a send audit data display 
window that requests the user's permission to transmit each category of 
the audit data to the 
prescribed server; and 

the audit data transmit function then transmits only the category ( ies ) of 
the audit data for which the user has granted permission to transmit. 2 63 
The software as set forth in Claim 2 60, wherein the audit data transmit 
function is activated in response to a send audit data request 
transmitted by the prescribed server. 

264. The software as set forth in Claim 263, wherein: 

the prescribed server includes an auditing manager function; and 
the auditing manager function generates the send audit data request in 
accordance with a client auditing policy under which send audit data 
requests are transmitted to a statistical sampling of a population of 
client devices, at prescribed times. 

265. The software as set forth in Claim 263, wherein: 

the prescribed server includes an auditing manager function; and 
the auditing manager function generates the send audit data request in 
accordance with a client auditing policy under which send audit data 
requests are transmitted to random ones of a population of client 
devices, at prescribed times. 

267. The software as set forth in Claim 170, further comprising an audit 
function that compiles audit data that includes user demographic data, 
software usage data regarding usage of the software by the user, and 
ad-related statistical data. 

268. The software as set forth in Claim 267, wherein the audit data is 
maintained as a log that is rotated at prescribed rollover intervals. 

269. The software as set forth in Claim 267, wherein the ad-related 
statistical data includes display event-related data regarding each 
advertisement that was displayed during a prescribed audit interval. 270. 
The software as ...function automatically connects the client device to a 
source of the advertisement corresponding to a selected link in 
response to a prescribed user action, if the client device is online at 
the prescribed user action comprises a double-click on the selected 
link. 283. The software as set forth in Claim 280, wherein the 
advertisement display function automatically displays the advertisement 
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web page designated by the clickbase URI is administered by a vendor of 
the software. 357. The software as set forth in Claim 294, wherein the at 
least one new playlist further includes a user-friendly title of each of 
the advertisements identified in the at least one new playlist. 358. The 
software as set forth in Claim 294, wherein the at least one new playlist 
further includes an ad type data field that specifies an ad type of each 
of the advertisements identified in the at least one new playlist. 359. 
The software as set forth in Claim 3 58, wherein the ad type is one of a 
regular ad, a runout ad, a toolbar button ad, or a sponsor placard ad. 
360. The software as set forth in Claim 294, wherein: 

the at least one new playlist further includes an ad click URI for each 
of the 

advertisements identified in the at least one new playlist; and 
the ad click URI specifies a web page to be displayed in response to the 
user clicking on the associated advertisement. 3 61. The software as set 
forth in Claim 294, wherein the at least one new playlist further ...in 
Claim 3 61, wherein the ad display parameters are not supplied to the 
e-mail service provider . 366. The software as set forth in Claim 294, 
wherein the at least one new 
playlist include 

s a plurality of new playlists. 367. The software as set forth in Claim 
294, wherein the at least one new playlist includes at least one new 
playlist for relatively long-lived advertisements, and at least one new 
playlist for relatively short-lived advertisements. 3 68. The software as 
set forth in Claim 294, further comprising a user activity monitor 
function that monitors user activity. 369. The software as set forth in 
Claim 3 68, wherein the at least one new playlist further includes a 
plurality of ad display parameters for controlling the 

manner in which the advertisement display function displays the stored 
advertisements . 

370. The software as set forth in Claim 369, wherein: 

at least one of the ad display parameters is a face time duration 

parameter that 

specifies a face time duration for at least one of the advertisements; 
the advertisement 
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OF THE AT LEAST ONE SERVICE PROVIDER INCLUDES 
INFORMATION RELATING TO THE SERVICE PROVIDED BY THE 
SERVICE PROVIDER 

ir 

RECEIVING INFORMATION FROM AT LEAST ONE MANUFACTURER 4 
UTILONG THE NETWORK, WHEREIN THE INFORMATION OF THE 
MANUFACTURER INCLUDES INFORMATION RELATING TO 
MANUFACTURER OFFERINGS 
6 

MATCHING THE SERVICE TO THE MANUFACTURER OFFERINGS 

8 

UTILIZING THE SERVICE AND MANUFACTURER OFFERINGS 
INFORMATION TO MANAGE INSTALLATIONS 
Figure 7 
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... H.322 Visual Telephone Terminals over Guaranteed Quality of Service 
LANs ITU H.323 ITU Recommendation for Visual Telephone Systems and 
Equipment for Local Area Networks which provide a non-guaranteed quality 
of service. 

ITU H.324 Recommendation for Terminals and Systems for low bitrate(28.8 
Kbps) multimedia communication on dial-up telephone lines. 

ITU T. 120 Transmission Protocols for Multimedia Data. 

In addition, several other relevant standards exist including. 
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and a backup DAP 1212 A DA-P 

69 

-1216 is a facility that receives requests for information from the 
switches 12166-1210, processes the requests, and returns the requested 
information back to the requesting switch 12061210. The switches 
1206-1210 use information from the DA-Ps 1212-1216 to process calls 
through the network. 

When a call passes through one of the switches, 1206-1210, that switch 
creates a call record. 

The call record contains information on the call, including but not 
limited to: routing, billing, call features, and trouble shooting 
inf on-nation . After the call is terminated, each switch 1206-1210 that 
processed the call completes the associated call record. The switches 
1206-1210 combine multiple call records into a billing block. 

When a switch 1206-1210 fills the billing block, the switch 1206-1210 
sends the billing block to a billing center 1218. Thus, the billing 
center 1218 receives one billing block from each switch 1206-1210 that 
handled the call, 

Claim 

... of the manufacturer includes information relating to the availability 
of the manufacturer offerings, wherein the service provider is 
notified of the availability of the manufacturer offerings that match 
the service . installation information. 
491 
120 
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Claim 

. . . buttons and cause the system to enter the selected mode and precisely 
deliver the information service associated therewith without disturbing 
his or her present Cyberspace experience. The description of these modes 
will be described in detail hereinbelow with reference to Figs. 2-1, 2-2, 
2A and 2C . 

Registration Solicitation Mode Of The IPI Finding and Serving Subsystem 
In the illustrative embodiments of the present invention, the 
data- synchronized I?D Servers of the system hereof I I are also provided 
with an Automated Registration Solicitation Mode programmed by the 
webmaster (or administrator) of the IPI Web-site(s). In this mode, each 
IPD Server I I analyzes the data collected within its Non-IPI Registrant 
Page 199 

Operation of the IPI Finding and Serving Subsystem and Method Hereof 
When the Check Box button 21C is selected from the control frame 20B, the 
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IPI Finding and Serving Subsystem enters its UPN-Directed Information 
Access Mode illustrated in Fig. 6C . Preferably, the user is provided with 
a choice of language (e.g. English, German, French, Japanese, Korean, 
Russian, Chinese, etc.) by way of an appropriate menuselection screen. 
After the desired language selection is made, the home page is displayed 
upon the client subsystem s display screen. A typical display screen 
produced from the IPD 
Server might read as follows : 

Welcome to BRANDKEY REQUEST", the world s only manufacturer-specified 
Product-Information Finding and Serving System on the Internet. Have you 
purchased a particular product, are you considering the purchase of a 
particular product, on which you would like current, up-to-date 
information from the 
manufacturer or advertiser? 

Look no further than the BRANDKEY REQUEST" Universal Product-Information 
Finding and Serving System. When the subsystem is in its UPN-Directed 
Information Access Mode, a Web-based information resource pertaining to 
any commercial product registered with the system can be displayed and 
selected by the user in order to automatically access the same from the 
Internet. Such information resources can include advertisements, 
specifications, operation descriptions, product simulations, purchase 
information, maintenance information, warranty and servicing information, 
product updates, distributor/reseller information, incentives (e.g. 
discounts, rebates, coupons, etc.), electronic data transaction screens, 
etc. In this mode, desired product 
Page 200 

information is obtained by simply entering the registered product s UPN 
(e.g. its UPC s 12 digit numerical string) into the Inout Box of the HTML 
form displayed in the information display frame 20C. Such data entry can 
be carried out manually using keyboard data entry techniques, or 
automatically using a bar code symbol reader connected to the client 
subsystem as discussed in detail above. When using the seeded IPI 
Database described hereinabove, only the first six digits of the UPC 
number need be entered into the dialogue box. An exemplary display screen 
produced from the IRD Server might be as follows: Simply enter the 12 
digit ...set forth, for example, in Fig. 4A2 , are displayed on client 
subsystem Ca making the request of the IPD Server I 1 . At this stage, 
another display screen associated with the HTML form produced from the 
IPD Server I I would appear with 
an exemplary message as follows: 

Please select the URL from the displayed URL Menu using the information 
subfield product information category displayed above. This will connect 
you to the product information related to the selected URL. You can 
return to the URL display list at anytime. Upon selecting a particular 
URL from the displayed URL menu, video and audio information content are 
automatically served from the IPI Server 12 hosting the selected URL and 
thereafter displayed on the client subsystem 13. 

When the Check Box button 2 ID is selected, the IPI Finding and Searching 
Subsystem enters its Trademark-Directed Search Mode, illustrated in Figs. 
6D I through 6133. Preferably, the user is provided with a choice of 
language (e.g. English, German, French, Japanese, Chinese, etc.) by way 
of an appropriate menu-selection screen. When the system is in its 
Trademark-Directed Search Mode, a predesignated information resource 
pertaining to any commercial product registered with the system can be 
automatically accessed from the Internet and displayed from the Internet 
browser of a client subsystem 13. Such information resources can include 
advertisements, specifications, operation descriptions, product 
simulations, product upgrade information, purchase information, 
maintenance information, warranty and servicing information, etc. In this 
mode, desired product information is obtained by simply entering the 
registered product s trademark (s) and/or associated company name into the 
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9 The Internet-based consumer product marketing, merchandising and 
education/inf ortnation system of claim 1, wherein said first subsystem 
comprises: one or more information servers for delivering a suite of 
information services to manufacturers (i.e. vendors) including, the 
downloading of and providing technical support for software-based 

EDI -enabled UPN/TN4/PD/TJRL link creation, management and transport 
(LCMT) tools that are made available to registered manufacturers, and 
their agents, as well as to anyone else operating along the retain chain 
as a vendor of consumer products (which may 
also include retailers as well) ; and 

wherein said software-based EDI-enabled UPN/TM/PD [URL LCMT tools enable 
the manufacturer s marketing, brand and/ or product managers (and their 
support personnel) to 
Page 298 

efficiently carry out UPN/TM/PD/URL data-linking and transport operations 
which are required to build and maintain said local database. 

10 The Internet-based consumer product marketing, merchandising and 
education/inf ormat ion system of claim 1, wherein said second subsystem 
comprises a data processing/ filtering subsystem for data processing (i.e. 
filtering) said UPN/TM/PD/URL links and data contained in said central 
UPN/TM/PDfURL RDBMS , in various ways prior to distribution to consumers, 
so as to preserve the trust, confidence and goodwill developed between 
manufacturers and retailers in both physical and electronic streams of 
commerce . 

11 The Internet-based consumer product marketing, merchandising and 
education/ inforination system of claim 10, wherein said data 
processing/ filtering subsystem involves using information about (i) the 
manufacturers represented (or promoted) by a particular retailer in a 
particular retail environment, as well as (ii) the rights and/or 
privileges accorded to product manufacturers and/or distributors (i.e. 
vendors) by retailers with regard to displaying a manufacturer's product 
in a particular aisle of the retailer's store and optionally at a 
particular shelf location, as well as on a particular Web-page (s) of a 
retailer's electronic store or catalog (e.g. virtual aisles) and 
optionally at a particular location (i.e. virtual shelf location) 
therealong. 

12 The Internet-based consumer product marketing, merchandising and 
education/inf ormat ion system of 
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Claim 

... 12402, an Internet is provided. A plurality of gateways each situated 
in a distinct geographic location are coupled to the Internet in 
operation 12404. A wide area network, separate from the Internet, is 
coupled to each of the gateways in operation 12406 for providing 
communication between the wide area network and the Internet. In 
operation 12408, a central database is coupled to the wide area network 
for providing a central storage for data used in e-commerce carried out 
over . . . 

...fault and performance management, a central management station may also 
be coupled to the wide area network. Preferably, one of the gateways 
includes a screening router coupled to the Internet via an Internet 
service provider, a firewall connected to the screening router, and a 
choke router coupled between the wide area network and the firewall. In 
one optional version of this embodiment, a pair of gateways may be 
provided along with a pair of screening routers, a pair of firewalls, 
and a pair of choke routers. In another optional version... 

...coupled to the firewall for storing the data. As a further option, a 
second wide area network may be connected to the firewall via a 
screening router. The following material provides a more detailed 
description of the above-described method. 
494. . . 

. . .clients and partners, vendors and suppliers, the Internet and remote 
users, just to name a few . This interconnectivity leads to complex 
security issues that need to be addressed. The problems associated with 
connecting the. . . 

...their supplier, however, does one really know how well their network is 
secured? Contracts and Service Levels can and should deal with many of 
these issues, however, technology can also be... 

. . .description is to demonstrate a secure way to interconnect external 
resources and the corporate Wide Area Network (WAN) . There is an 
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be decided up front. Who is in charge of fault management? Configuration 

and security management? Capacity and performance management? Are the 

gateways managed centrally or locally? Or is 

there some combination? 

Fault Management 

505 

Fault management can often be grouped with existing management 
infrastructure, such as a network operations center. The addition of 
gateways, while possibly adding new types of hardware, may require many 
of the same skills in terms of monitoring and troubleshooting the 
network. In addition, this group should perform many of the following 
functions : 

Ensure that network circuits are active and available 
Configure routers 

Ensure inte ity of router configurations 
gn 

* Configure DNS systems 
Collect and analyze capacity and utilization statistics 
Maintain relationship and contacts with Internet Service Provider 

Configuration Management 

Configuration and security management should consist of the following 
responsibilities : 
Manage user ID process 

Administer the firewall policy database 

Create, evaluate and distribute reports of firewall activities 
9 Develop tools to collect and analyze firewall statistics for capacity 
planning 

Interface with vendor to resolve firewall software issues 

Install and test all software releases 

Perform analysis of firewall and DNS server logs 

Perform quality assurance and regression testing 
Security Management 

Confirm that firewall operations confon-n to security policy 

Develop tools to collect and analyze firewall statistics for intrusion 
detection 

0 Provide leadership in incident response situations 
Provide security expertise in analysis of service requests 
Perform analysis and approval for non-standard service requests 

Server Security 

506 

This portion of the description lists recommended practices for a Windows 
NT server environment. The single most important element in ensuring a 
secure LAN server environment is the presence of a knowledgeable and 
conscientious LAN server security administrator. In recognition of the 
extremely important role of this administrator, this standard focuses on 
requirements for LAN server security administration. Key items include 
secure handling of accounts, file and directory protection, audit 
requirements, and physical and environmental security. 
NT Security Standard 

This standard is primarily oriented to Windows NT, It should also be 
noted that there are minimal security differences in a Windows NT 
workstation and a Windows NT server. The differences between the server 
and workstation are that the server can support a domain, contains domain 
accounts, contains the workstation listing for the domain, and has the 
ability to make global groups. The ability to set permissions on files, 
network shares, and create local accounts, local profiles, and local 
settings are exactly the same on the server as the workstation. This 
portion of the present description has attempted to acknowledge where 



12/3, K/16 (Item 15 from file: 349) 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



DIALOG (R) File 349:PCT FULLTEXT 

(c) 2006 WIPO/Univentio. All rts. reserv. 

00758729 **Image available** 

COUPON CALENDAR SYSTEM AND METHOD 

FROCEDE ET SYSTEME DE CALENDRIERS A COUPONS 

Patent Applicant/Assignee: 

HOLCORP, 381 Hartz Avenue, Suite A, Danville, CA 94526, US, US 
(Residence) , US (Nationality) 
Inventor (s ) : 

WILKMAN Michael A, 381 Hartz Avenue, Suite A, Danville, CA 94526, US, 
Legal Representative: 

DELANEY Karoline A (agent) , Knobbe, Martens, Olson & Bear, LLP, Sixteenth 
Floor, 620 Newport Center Drive, Newport Beach, CA 92660-8016, US, 
Patent and Priority Information (Country, Number, Date) : 

Patent: WO 200072113 A2 20001130 (WO 0072113) 

Application: WO 2000US13700 20000519 (PCT/WO US0013700) 

Priority Application: US 99135258 19990521 
Designated States: 

(Protection type is "patent" unless otherwise stated - for applications 
prior to 2004) 
JP 

(EP) AT BE CH CY DE DK ES FI FR GB GR IE IT LU MC NL PT SE 
Publication Language: English 
Filing Language: English 
Fulltext Word Count: 8209 

Main International Patent Class (v7) : G06F-017/60 
Fulltext Availability: 
Claims 

Claim 

... to consumers based on the desired dates of the consumer, the 
method comprising: 

receiving a request from at least one consumer reflecting a date or 
possible range of dates and 
desired good or service ; 

making such request available to a plurality of good and service 
providers ; receiving offers for goods or services from at least one of 
the providers; and presenting to the consumer information on at least 
one offer from the provider. .1 6. 
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Claim 

... needs. Yet another embodiment includes a customer transceiver 50 that 
identifies an individual to a service provider, permitting the service 

provider to then access information about the customer for 
the purpose of providing personal services to the customer. A further 
embodiment includes a customer transceiver 50 that transmits automatic 
teller 

machine (ATM) card information to an ATM. Once the ATM receives the 
information, the customer is prompted to input his/her PIN and 
transaction information, allowing the process to continue as usual. 
Various active and customer transceivers (48 and 50, respectively) may 
be implemented in the course of practicing this invention. For example, 
the TIRIS system commercially available from Texas Instruments 
Corporation is representative of the technology. Further details of 
digital signature transponder 

(DST) and TIRIS technology are contained in U.S. Patent No. 5,541,604 
assigned to Texas Instruments Deutsche Line GmBh, the disclosure of which 
is hereby expressly incorporated by reference. A simplified diagram of a 
preferred 

embodiment of customer transceiver 50 is shown in FIG. 1 0 . As shown, 
customer transceiver 50 is comprised of a keyboard 1 1 1 0@ CPU 1 1 20, 
memory 1 1 30, receiver 1 140, transmitter 1 1 50 and security pad 1 1 
60. As further shown in FIG. 1 0, keyboard 111 ...prior to pressing a 
numbered key specifies which order item the customer is interested in 
selecting . For example, "#1 " corresponds to the first purchasing 
preference, pressing "#2" corresponds to the second... 

...step 1225). If the first character is a "", the CPU 1120 transmits a 
payment choice selection associated with the entered number (step 
1235) . The customer must have a valid payment method. . . 

...specification describes operation of 

customer transceiver 50 as including the capability to specify a 
merchandise/ service selection , an alternate method of payment, a 
customer number or a PIN, it is obvious that... 

. . .will only activate if the same finger is placed upon security pad 1160, 
creating a match with fingerprint information stored at the first use 
of customer transceiver 50. Of course, anyto be made when a 
fingerprint on pad 82 matches any of the fingerprints prestored within 
customer transceiver 50. Fingerprint reading, storing, and matching 
technology is currently available from the plurality of sources 
including, for example, Indicator Technology Corporation. . . 

. . .customer transceiver 50, the security pad may actually be included in a 
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computer display touch screen . 

Another embodiment of customer transceiver 50 includes a customer 
transceiver with read/write capability. That... 

. . .modem (not shown) . Customer transceiver 50 consequently may be capable 
of interfacing with a central location (over CATV coaxial cable) such 
that a person wishing to watch a 
pay-per-vieWTM. . . 

...transmission of a customer ID and other security information for 
authenticating payment for goods and services via the Internet, or 
authenticating and authorizing access to digital information (e.g., 
movies, music... 

. . .portable merchant transceiver that allows a vendor (pizza delivery 
person) to authorize transactions from any location . The 
merchant transceiver includes a CPU 1300 with sufficient memory 13 05 to 
capture and locally. . . 

...entities that own merchant store 12 and payment processing system 16. In 
exchange for the service provided by 

transaction processing system 26, merchants are charged fees to process 
transceiver-based transactions. First, a transaction fee is charged for 
each transaction processed through transaction processing system 26. In 
addition, an 

advertising fee may be charged to cover brand communication. That is, 
customer transceiver 50 is supplied under a brand name owned by the owner 
of transaction processing system 26. This brand name is widely advertised 
to entice customers to patronize merchant stores 12 having the ability to 
conduct transactions using customer transceiver 50. Thus, the owner of 
transaction processing system 26 charges an advertising fee to 
participating merchant stores 12. 

Alternatively, the transaction processing system 2 6 may permit large 
corporations owning multiple retail outlets to market customer 
transceiver 50 using their brand name. Thus, such merchant companies will 
" i s sue " cus tomer 

transceivers 50 and pay a fee to the transaction processing system. The 
transaction processing system then offsets these costs to merchant stores 
12 by providing monthly rebates based on the dollar volume of 
transceiver-based transactions conducted through its outlets. 
The Preferred Method For Processing a Financial Transaction 
The preferred method for processing a financial transaction will now be 
described in conjunction with FIGs . 13 As . . . POS device 34, 
combining the captured data with the merchant ID and the customer's 
selected purchase items into an authorization request , encrypting at 
least a portion of the request (if desired), and transmitting it to 
transaction processing system 26. Once it receives the authorization... 

. . .the transaction processing system 26 identifies the appropriate payment 
processing systeml6 and then transmits the customer ' s payment data and 
the transaction data to the payment processing system 16 for 
authorization. . . 

...merchant via the transaction processing system 26. The transaction 
processing system 26 may also transmit customer identification and 
purchase data upon request by a participating merchant. In addition to 
its function. . . 

...transactions, transaction processing system 26 also collects the 
transaction data 
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transaction processing system 26 periodically retrieves updated customer 

profile data from an online memory location (RAM 88, or secondary 
storage device 94). In step 520, the transaction processing system 26... 

. . .appropriate and then presents invoices to each merchant and payment 

processor, based on sales activities. Customer profile information 102, 
merchant information 104, transaction information 110, and customer 
payment method information 112 are used to determine the fees to be paid 
to each. . . 

...system 26, as appropriate.) Once the information is aggregated, the 
transaction processing system 26 updates customer profile data (step 
530) . 

The process depicted in FIG. 16 does not include the process performed 
when a user seeks to have his/her transponder inac 
tivated due to it being lost or 

stolen. In this case, the database will be immediately updated in order 
to preclude fraudulent use of the transponder by unauthorized personnel. 
FIG. 17 is a detailed flow diagram depicting the steps performed in step 
600 of FIG. 13. The transaction processing system 26, as shown in step 61 

0 periodically retrieves raw transaction data from secondary storage 
device 94. This retrieval can be performed at a predetermined time each 
day, or it can be performed shortly after the transaction is completed. 
In any event, the raw 

transaction data consists of customer profile information 102, merchant 
information 104, loyalty program information 108, transaction information 
110, and customer personal information 114. This data is collected and 
analyzed for different purposes such as determining the effectiveness of 
the transaction 

processing system 26, refining and developing new, related products, and 
developing, tracking and analyzing loyalty programs and special 
promotions that are of specific interest to transaction processing system 
26 customers and merchants. In addition, the information may be sold to 
merchant companies 12 and payment processing systems 16 to provide 
personalized service to individual customers. It is expected that 
merchant companies would pay for data from transaction processing system 
26 based on volume or a per project basis. In step 620, the transaction 
processing system 26 updates loyalty data and in step 

63 0, the updated information is transmitted to merchants who desire the 
additional data customer transaction data with demographic data that may 
be used to track customer purchasing trends. It will be apparent to those 
skilled in the art that various modifications and variations can be made 
in the disclosed process and product without departing from the scope or 
spirit of the invention. Other embodiments of the invention will be 
apparent to those skilled in the art from consideration of the 
specification and practice of the invention disclosed herein. It is 
intended that the specification and examples be considered as exemplary 
only, with a true scope and spirit of the invention being indicated by 
the following claims. 
Claims 

1 A method for processing transactions comprising the steps of: 
transmitting a signal to one of a plurality of point-of-sale devices, 
said 
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Claim 

... is made even more difficult for providers because 

they typically do not know whether particular services are covered for 
a particular patient, and if so, at what level they will be... 

. . .patient as an eligible member of an insurance plan and to determine the 
types of services that will be covered for this patient. Covered 
services will vary for each insurance plan, and can even vary for 
individual patients within a. . . 

...for many months before kno'Wing whether and how much they will be paid 
for services performed. 

A similar situation exists for referrals made for extended care or for 
specialized services . Not only is it difficult for the referring 
provider to know whether the referral will... 

...insurance plan, it is also difficult for a referring provider to know 
exactly what specialty service is needed. For example, a general 
practitioner may know that a patient has some type... 

...needed to recommend ICD-9 and CPT codes. A specialist performing 

provider who receives a referral may be even less familiar with the 
services typically covered by a particular insurance plan, and thus may 
face even greater uncertainty about the possibility of payment. 
Thus, for both services perforined and referrals made, the current 
situation requires significant effort by providers to receive payment and 
creates 5 uncertainty and delay in their receipt. While uncertainty can 
be reduced for services that can be postponed until they can be 
pre-authorized by the insurance plan, that... 
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...situation also requires significant effort by insurance plans and UM 
groups to track referrals and services performed, to preauthorize a 
variety of referrals and services , to determine whether to authorize 
payment for claims, and to supply and track payments. The... 

. . .data before receiving care, and the provider will have to re-enter 
information about past services provided and any current referral . 
SUMMARY OF THE INVENTION 

Some embodiments of the present invention provide a method and 
system for guiding medical service providers in making referrals and 
in selecting services to be provided that are automatically 
authorized for specified payments. The svstem creates and shares... 

. . .the patient is to be referred to a performing provider for the provision 
of medical services , the system assists the user in specifying the 
referring and performing providers, a referral basis... 

. . .If a referral is automatically authorized, the corresponding PCR is 
immediately forwarded electronically to the selected performing 
provider without requiring manual review. When a performing provider is 
to treat a patient, the system 1 5 assists a user in specifying diagnosis 
and service codes for which the system can automaticaliv authorize 
payment. If the treatment is automatically authorized... 

...local computers or as information stored on a central server for 

retrieval by the appropriate clients . In another embodiment, some users 
are contactable in other wavs such as bv one-wav or two-way pager, 
cellular phone, voice mail. etc. For example, a physician who can 
manually approve a type of procedure may carry a pager rather than be 
tied to a particular computer. The system tracks the status of various 
users, and forwards inforination to them in the manner appropriate for 
that user. Thus, if a destination user has access to a computer 
connection, a PCR can be forwarded to the user as an object or as email. 
Alternately, if the user has a communication device such as a pager or a 
phone, the system can convert the information from the PCR into an 
appropriate alphanumeric or spoken format so that the user can receive 
the information on their communication device. 
BRIEF DESCRIPTION OF THE DRAWINGS 

Figure I is a diagram illustrating an embodiment of the Electronic 
...Care Commerce (EMCC) system of the present invention. Figures 2-15 are 
example user interface screens of an EMCC system. 
1 5 Figure 16 is a block diagram illustrating an embodiment... 

...Referral Information subroutine. 

Figure 19 is an exemplary flow diagram of an embodiment of the Select 
An Instance Of Specified Type Of Information Based On Specified Context 
Of Past Selections subroutine... 

. . . INVENTION 

An embodiment of the present invention provides a method and system 
for guiding medical service providers (-providers"), in making 
referrals and in selecting I 0 services to be provided that are 
automatically authorized for specified payments. In particular, the 
Electronic Managed. . . 

...that are automatically paid when they are either automatically or 

manually authorized. Since referrals and services can be automatically 
authorized for guaranteed payment, uncertainty of providers about 
reimbursement and under -payments .. . 
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determined based on the previous selections made, such as insurance plan, 
member, referral history and referring provider. Since the past medical 
treatment indicated by the associated PGR was related to heart problems, 
many of the performing providers who can be automatically authorized for 
the current referral may be cardiologists. Note also that a self -referral 
is allowed at the current time. Thus, if the initial consultation by Dr. 
Hilter had indicated that additional treatment of a general nature by 
herself was a preferred course of action, a self -referral could be used 
to autornaticallv authorize an extended course of treatment. In this 
situation, however, Mr. Anderson's continuing heart problems are best 
treated by a cardiologist, so the user of the Gatekeeper module selects 
Dr. Roberto Mendez as the performing provider and continues to the next 
screen. The Gatekeeper module continues to Ul screen 800 shown on Figure 
8. This screen allows the user to identify one or more referral bases for 
referring the patient to the performing provider. As with previous 
screens, the referral bases listed can be automatically authorized based 
on the combination of previous selections made, including the performing 
provider. These referral bases describe patient problems at a high level, 
such as a problem with a major bodily system. While Dr. Hilter does not 
have the necessary cardiological expertise to make precise diagnoses, she 
suspects that Mr. Anderson may be having problems related to arrhythmia 
and/or a heart valve disorder. Thus, the user of the Gatekeeper module 
selects referral bases entries related to those problems and then selects 
the Done button to continue. 

The Gatekeeper module then continues to Ul screen 900 shown on 
Figure 9, where a list of types of facilities for the referral treatment 
are shown. These listed facilities can be autornaticallv authorized based 
on the combination of previous selections made, and the user selects a 
physician's office as the appropriate facility type. The user then 
continues to the next screen by selecting the Done button. 
After selecting the type of facility, the Gatekeeper module continues to 
I 0 Ul screen I 000 shown on Figure 10. This screen allows the user to 
specify one or more suggestions for types of referral treatments to be 
performed by the performing provider. As with the referral bases, the 
referral treatment type suggestions are often at a high level rather than 
a highly particularized service. In this case. Dr. Hilter believes that 
lab tests and diagnostic X-rays may be the best course of continued 
treatment. As before, 1 5 the treatment type suggestions shown can be 
automatically authorized based on the previous selections made. After 
selecting the referral 
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Claim 

... The system according to claim 96, wherein said funds are charged 
to a periodic telephone service bill issued by a telephone service 
provider . 101. The system according to claim 96 or 97, wherein said 
purchase offer Is received. . . 

...system according to claim 96 or 97, wherein said purchase offer is for a 
telephone service contract for a predefined period of time. 
165 

, The system according to claim 96 or 97, wherein said purchase offer is 
for a telephone service contract for a predefined amount of money. 105. 
The system according to claim 96 or 97, wherein said customer -defined 
condition specifies a particular time of day for said one or more 
telephone calls. 106. The system according to claim 96 or 97, wherein 
said customer -defined condition specifies a minimum duration for said 
one or more telephone calls. 107. The system according to claim 96 or 97, 
wherein said customer -defined condition specifies a maximum duration 
for said one or more telephone calls. 108. The system according to claim 
96 or 97, wherein said customer -defined condition includes a telephone 
number of a party to be called. 

109. The systemobtaining a purchase offer from a customer for one or 
more telephone 

calls, said purchase offer containing at least one customer -defined 
condition and a 

payment identifier for specifying a manner in which funds will be... 

. . .one or more of said carriers an acceptance of said 
purchase offer; and 

binding said customer to purchase said telephone calls if an acceptance 
is received for said purchase offer. 
166. . . 

...of processing long distance calls, comprising the steps of: 

obtaining a purchase offer from a customer for one or more telephone 
calls., said purchase offer containing at least one customer -defined 
condition including a 
price : 

identifving one or more rules from a plurality of long. . . 
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.carriers, each of said rules containing one or more carrier-defined 
restrictions: and bindina said customer to purchase said telephone 
calls if said custornerdef ined condition satisfies each of said 
carrier-defined restrictions of at least one of said rules. 113. A 
computer device for consummating a binding contract between a remote 
prospective event ticket buyer and a remote potential event ticket 
seller . comprising : 
a mernorv device: and 

a processor disposed in connection with said memory deNrlce, said 
processor configured to: 

receive from said buyer a purchase offer for an event ticket, said 
offer containing at least one condition, an account number from a 
creneral purpose financial account, and authorization to charge said 
general purpose 

financial account for a purchase meeting said at least one condition; 
transmit said purchase offer to a plurality of remote potential event 
ticket sellers : receive from at least one of said remote potential event 
ticket sellers an 

unconditional acceptance of said offer-, 

determine a replacement ticket identifier associated with said event 
ticket: and transmit said replacement ticket identifier to said buyer. 
114. The device of claim i 13 wherein said processor is further 
configured to receive a second general purpose financial account number 
from said seller and authorization to charge said second general purpose 
account number for a penalty applied to an account of said seller. 1 15. 
The device of claim 113 wherein said processor is further confi Prured 
to process payment to said seller upon receiving a signal representing 
surrender of said event ticket by said seller. 
167 

. The device of claim 1 13 wherein said processor is further configured 
to proces ' s payment to said seller upon receiving a ticket number 
associated with said event ticket. 117. The device of claim 113 wherein 
said processor is further configured to process a cancellation of said 
event ticket. 118. The device of claim II 3 wherein said processor is 
further confi gured to receive and store a name of said buver associated 
with said event ticket. 
M 

119. The device of claim 113 wherein said processor is further 
configured to transmit to a venue controller a ticket identifier 
associated with said event ticket. 120. The device of claim 1 19 wherein 
said ...signal, the offer signal thereby defining an offer having at 
least one condition from a customer -, 

receiving a payment identifier signal for specifying an account from 
which funds may be paid. . . 

.acceptance signal responsive to the transmitted offer signal and the 

transmitted informational signal-, and 

169 

selecting one acceptance signal . 
127. An apparatus for processing sales of items, comprising: 
a storage device; and. . . 

.signal, the 

offer signal thereby defining an offer having at least one condition from 
a 

customer , 

receive a payment identifier signal for specifying an account from 
which funds may be paid, 

receive an informational signal . . .an acceptance 

signal responsive to the transmitted offer signal and the transmitted 
informational signal, and 
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selecting one acceptance signal. 128. The apparatus of claim 127, 
wherein the processor is further operative 
with the program to: 

identify the seller from which the selected acceptance signal was 
received. 129. The apparatus of claim 127, wherein the processor is 
further . . . 

..The apparatus of claim 127, wherein the processor is further operative 
with the program to select the first received acceptance signal. 134. 
The apparatus of claim 127, wherein the processor is further operative 
with the program to select a random one of the plurality of acceptance 
signals if a plurality of acceptance signals... 

. .are received, 

sort the plurality of acceptance signals according to a 
predetermined sort criteria, and 

select the first of the sorted plurality of acceptance signals. 136. 
The apparatus of claim 127... 

. .of a seller 

which corresponds to one of the plurality of acceptance signals, 
receive a selection signal indicative of a selected seller signal, 
and thereby indicate a corresponding acceptance signal, and 
171 

select the acceptance signal corresponding to the selected seller 
signal. 137. An apparatus for processing sales of a loan between a 
borrower terminal 

and at least one lender terminal, comprising: 
a storage device; and 

a processor connected to the storace device, the borrower terminal and 
the at least one lender ten-ninal, 
the storage device storing 

a program for controlling the processor; and 
I 0 the processor operative with the program to 

receive from the borrower terminal an offer signal including at 
least one condition signal, the offer signal thereby defining an offer 
having at least one 
condition from a borrower, 

receive from the borrower terminal a payment identifier signal for 
specifying an account from which funds may be paid, 
receive an informational ...terminal an acceptance signal 
responsive to the transmitted offer signal and the transmitted 
informational signal , 

select one acceptance signal, and 
identify the lender terminal from which the selected acceptance 
signal was received. 138. The apparatus of claim 137, wherein the 
processor is further . . . 

..loan period and an interest rate. 141. The apparatus of claim 137, 
wherein the at least one condition signal indicates a request for a 
lowest of one of a periodic payment amount and an interest rate. 
142 . . . 

. .a plurality of acceptance signals are received, wherein each acceptance 
signal includes an interest rate, select an acceptance signal having 
the lowest interest rate of the plurality of acceptance signals. 
144. . . 

. .plurality of acceptance signals are received, wherein each acceptance 
signal includes a periodic payment amount, select an acceptance signal 
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having the lowest periodic payment amount of the plurality of accep tance 
signals. 146. The apparatus of claim 144, wherein the offer signal 
further includes: a fourth condition signal indicative of a loan period. 

147. The apparatus of claim 144, wherein the offer signal further 
includes: a fourth condition signal indicative of a maximum loan period. 

148. The apparatus of claim 137, wherein the offer signal includes: 
a first condition signal indicative of a loan amount, 

a second condition signal indicative of a periodic payment amount, and 
a third condition signal indicative of an interest rate. 

149. The apparatus of claim 148, wherein the second condition signal is 
indicative of a monthly payment amount. 150. The apparatus of claim 148, 
wherein the offer signal further includes: a fourth condition signal 
indicative of a loan period. 

151. The apparatus of ...condition signal, the offer 

signal defining an offer having at least one condition from a customer ; 
receive a payment identifier signal for specifying an account from 
which funds may be paid. . . 

.processor is further operative 
with the program to: 

if a plurality of rules are satisfied, select one of the plurality of 
satisfied rules. 156. The apparatus of claim 155, wherein the processor 
is further operative 
with the program to: 

select a random one of the plurality of satisfied rules. 157. The 
apparatus of claim 155, wherein the processor is further operative 
with the program to : 
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Title: A programmable network enabling content adaptation 

Author (s): Mathieu, B.; Carlinet, Y. ; Gourhant, Y. 
Author Affiliation: France Telecom R&D, Lannion, France 

Conference Title: Mobility Aware Technologies and Applications. First 
International Workshop, MATA 2004. Proceedings (Lecture Notes in Computer 
Science Vol.3284) p. 108-17 

Editor(s): Karmouch,A. ; Korba,L.; Madeira, E . R . M . 

Publisher: Springer-Verlag, Berlin, Germany 

Publication Date: 2 004 Country of Publication: Germany xii+3 82 pp. 

ISBN: 3 540 23423 3 Material Identity Number: XX-2004-02348 

Conference Title: Mobility Aware Technologies and Applications. First 
International Workshop, MATA 2004. Proceedings 

Conference Date: 20-22 Oct. 2004 Conference Location: Florianopolis , 
Brazil 

Language: English Document Type: Conference Paper (PA) 
Treatment: Practical (P) 

Abstract: Content adaptation, for delivering personalized information 
based on terminal capabilities, user preferences and access network 
topology, is still challenging although many standardization works have 
been done. These works lead to several formats for specifying user session 
information. This is based on content adaptation by service providers 
insofar as they know about terminal and access network capabilities. This 
paper presents a new solution based on a programmable network that inserts 
dynamically user session information into client /server exchanges. 
Different software modules associated to different formats can be deployed 
dynamically into the network on behalf of the service providers . The 
programmable node ensures transparency from the client point of view even 
in the case of TCP exchanges. The performance results show that our 
solution behaves better than a solution based on a proxy when no insertion 
is needed. On the other hand, the additional delay of this dynamic 
insertion is largely less than the average time for transmitting and 
processing requests. (18 Refs) 

Subfile: B C 

Descriptors: client -server systems; subscriber loops; telecommunication 
network topology; transport protocols 

Identifiers: content adaptation; programmable network; access network 
topology; client -server exchange; software module; TCP exchange; user 
session information 

Class Codes: B6210L (Computer communications); B6220B (Subscriber loops); 
B6150P (Communication network design, planning and routing) ; C5620 ( 
Computer networks and techniques) 
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International Conference on Telecommunications. Proceedings 

Conference Date: 1-6 Aug. 2004 Conference Location: Fortaleza, Brazil 
Language: English Document Type: Conference Paper (PA) 
Treatment: Practical (P) ; Experimental (X) 

Abstract: Application level active networks provide a way of transforming 
the current network infrastructure into a one wherein new services and 
protocols are more easily adopted without the need for standardization. In 
this paper, we deal with an application layer active networking system, and 
address the problem of publishing and distributing the software components 
provided by the trusted service providers throughout the active 

network. We propose a network architecture of dedicated servers providing 
content distribution network (CDN) functionality. This leads to smaller 
response times to client requests and decreased network traffic. 

Experimental results from a test network configuration illustrate the 
benefits obtained from exploiting CDN capabilities, and support the 
viability of our approach. (10 Refs) 
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Conference Date: 1-4 July 2001 Conference Location: Goteborg, Sweden 
Language: English Document Type: Conference Paper (PA) 
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Abstract: When a client requests a real-time connection that requires 
an excessive amount of resources and/or a very high level of QoS, the 
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network service provider may have to reject the request , and only a 
small number of connections could be accepted. On the other hand, if the 
client requests only the minimum level of QoS, he may receive only a 
bare-bones service even when there are plenty of resources available. One 
way of utilizing resources efficiently is to specify flexible (elastic) QoS 
requirements that can be adapted to the availability of network resources. 
S.J. Han et al . (1997) proposed to allocate one primary channel and one or 
more backup channels to each dependable real-time (DR) connection. One 
drawback of this scheme is the severe reduction in number of DR connections 
that can be accommodated, due mainly to the need for reserving resources 
for backups. This is equivalent to wasting precious resources in the 
absence of faults as far as the system's ability of accepting DR 
connections is concerned. By using elastic QoS for this DR communication 
service, one can accept substantially more DR connections and improve the 
utilization of resources efficiently and significantly. We analyze the DR 
communication service with elastic QoS. Fault tolerance is achieved by 
allocating one backup channel to each DR connection. A Markov model is 
developed and used to analyze the average QoS level allotted to the primary 
channel of each DR connection. Our evaluation results show that the 
proposed Markov model accurately represents the behavior of DR connections 
with elastic QoS. (16 Refs) 
Subfile: B C 

Descriptors: channel allocation; fault tolerance; Markov processes; 
performance evaluation; quality of service; real-time systems; resource 
allocation; telecommunication network reliability 

Identifiers: performance evaluation; dependable real-time communication; 
elastic service quality; real-time connection; efficient resource 
utilization; flexible QoS requirements; network resource availability; 
primary channel allocation; backup channel allocation; resource reservation 
; fault tolerance; Markov model 

Class Codes: B6150D (Communication channel equalisation and 
identification) ; B0170N (Reliability) ; B0240J (Markov processes) ; C5670 ( 
Network performance) ; C1140J (Markov processes) 
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Language: German Document Type: Journal Paper (JP) 
Treatment: General, Review (G) 

Abstract: The experience gained by the owner and operator during the 
building and commissioning of KNK- I and KNK-II with a financial involvement 
of over DM 200 million lies primarily in the technical details of the daily 
routine over six years. But it manifests itself no less in the assessment 
of the working of the chosen organisational model used for carrying out the 
project. KNK was sponsored by the Federal Ministry for Education and 
Science, ordered and owned by the Gesellschaft fur Kernf orschung 
mbH/Versuchsanlagen and the firm Kernkraf twerk-betriebsgesellschaft mbH 
which was founded by the utility Badenwerk AG will act as future operator. 
The firm INTERATOM acted as general contractor for its turn-key erection 
and commissioning according to a model which had already been followed with 



JMB 



31 -Mar- 06 



EIC 3600 



Dialog Search 



other large nuclear experimental plants such as MZFR and HDR. The projects 
KNK- I, KNK-II and SNR-300 are linked together in time. The controlling 
factor in the development of the KNK project is that KNK-II should have an 
operational lead of at least three to four years over SNR-300 in order 
that it can provide sufficient operating experience for it. Although it was 
possible to finish the building and assembly on time a delay of two years 
occurred at the commissioning stage. The troubles which led to this delay 
are collected in six different categories of experience and described by 
means of examples . 
Subfile: A B 

Descriptors: nuclear reactors; reviews 

Identifiers: nuclear reactors; Na cooled; KNK project 

Class Codes: A2850 (Fission reactor types and applications); B8220B ( 
Nuclear reactors) 
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Examination of services requiring customer compliance is important 
because many of today's societal problems (e.g., high-fat diets, poor 
physical fitness, exercising poor prenatal health, smoking, drinking and 
driving) exist because of poor choices people make. Petty and Cacioppo 
(1996) indicate that the majority of the leading causes of death in the 
United States could be substantially reduced if people at risk would change 
just five behaviors— noncompliance with healthful behaviors, poor 
diets, lack of exercise, smoking, and alcohol and drug abuse. In addition, 
they indicate that each of these behaviors is inextricably linked with 
marketing efforts and the reactions of consumers to marketing campaigns. 

The purpose of this dissertation is twofold. The first is to provide a 
conceptualization of the service delivery process for those services in 
which customer compliance with his/her role outside the service 
organization is a necessary condition for successful service delivery. The 
second is to empirically examine the conceptualization or proposed 
theoretical model. Services in which the customer participates to create 
while within the service organization and must comply with his/her role 
once outside of the service organization to ensure positive outcomes and 
customer satisfaction, have been labeled as compliance dependent services 
(CDS) (Dellande and Gilly 1998) . Such services typically entail a service 
delivery process that is of longer duration, requiring long-term 
interactions with service providers and often requiring lifestyle 
changes. Examples of compliance dependent services include weight loss 
programs; exercise programs; long-term financial programs, e.g., saving for 
retirement, buying a home and/ or college education; smoking cessation 
programs; psycho- therapy ; and certain medical treatments, e.g., for 
diabetes, hypertension, prenatal care, renal disease requiring dialysis. 
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Because of the mandatory role of the customer in the delivery of 
services, and especially compliance dependent services, understanding the 
role of the service provider in contributing to the likelihood of 
customer role adherence is useful for consistently bringing about 
successful outcomes. A theoretical model of the provider's role in gaining 
customer compliance is offered. Examination of the model via partial 
least squares (PLS) methodology has lead to the identification of 
provider source characteristics and customer target attributes important 
in gaining compliance with CDS when the customer is away from the service 
firm. 

The provider source characteristics identified as useful in gaining 
customer compliance are expertise and attitudinal homophily. The 
investigation also suggests that relevant homophily may be key in gaining 
compliance. Customer target attributes necessary for compliance are 
ability, role clarity and motivation. Most important of these attributes is 
motivation. While ability and role clarity are necessary, compliance is not 
likely if the customer is not motivated to perform as needed. 

With CDS, customers are expected to alter habits that they have 
engaged in for a long time. Doing so can be difficult; however, this study 
clearly shows that compliance with healthful behaviors, e.g., consuming a 
nutritious diet, does lead to goal attainment and satisfaction. This 
insight may be helpful to providers of CDS in ensuring customers of 
achieving desired results when they adhere to prescribed regimens. 
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DIALOG (R) File 3 5 : Dissertation Abs Online 

(c) 2006 ProQuest Inf o&Learning . All rts. reserv. 

01442462 ORDER NO: AADAA-I13 62 015 

LIABILITY ALLOCATION AMONG THE PARTIES TO FIXED-PRICE CONSTRUCTION 
CONTRACTS IN SAUDI ARABIA 

Author: AL-BARGHOUTHI , MAHER TALAT 
Degree: M.S. 
Year: 1994 

Corporate Source/Institution: KING FAHD UNIVERSITY OF PETROLEUM AND 

MINERALS (SAUDI ARABIA) (1088) 
Source: VOLUME 33/06 of MASTERS ABSTRACTS. 

PAGE 1917. 137 PAGES 
Descriptors: ENGINEERING, CIVIL ; BUSINESS ADMINISTRATION, MANAGEMENT 
Descriptor Codes: 0543; 0454 

This thesis discusses the issue of liability allocation among the 
parties to fixed-price construction contacts in Saudi Arabia. It focuses on 
the Public and Semi -public sectors. A survey was conducted using the 
principles of quota sampling where 52 questionnaires were distributed to 10 

owners from both sectors, 6 consultants and 3 6 contractors . The survey 
comprised of two parts. The first constituted of a tabulation of all 
liabilities found in actual local contracts. Respondents were asked to 
allocate liabilities to the party that best controls it, which may differ 
from actual allocation. The second part constituted of 25 statements. This 
part included either liabilities that were not covered in actual contracts 
or liabilities that were of controversial nature. Respondents indicated 
their level of agreement on a 5-level scale in addition to a "no opinion" 
response. The first part resulted in a matrix reflecting a comparison 
between actual and proposed liability allocation. The second produced 
discussion of liability areas not covered by local contracts, proposed 
changes to current contracts and a conclusion that proper liability 
allocation may lead to better bids through more competition and less 
contingency. 
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13/5/7 (Item 3 from file: 35) 

DIALOG (R) File 3 5 : Dissertation Abs Online 

(c) 2006 ProQuest Inf o&Learning . All rts . reserv. 

01341739 ORDER NO: AAD13-54550 

PSYCHOTHERAPY AND PERSONS WITH DEVELOPMENTAL DISABILITIES 

Author: YOUNG, JOHN COLE 
Degree: M.S.W. 
Year: 1993 

Corporate Source/ Institution : CALIFORNIA STATE UNIVERSITY, LONG BEACH ( 
6080) 

Chair: LESTER B. BROWN 

Source: VOLUME 32/02 of MASTERS ABSTRACTS. 

PAGE 501. 73 PAGES 
Descriptors: SOCIAL WORK; PSYCHOLOGY, CLINICAL 
Descriptor Codes: 0452; 0622 

There are 7,000$\pm$ persons with developmental disabilities living in 
the study- focus area of Southern California. Nearly all receive services 
from a state-mandated, private, nonprofit Developmental Disabilities 
Center. Clients are referred to outside service providers for 
identified needs. Of the many referral services, psychotherapy or 
"counseling" services have the least amount of data supporting continued 
utilization. Because the cost of psychotherapeutic services is often 
shouldered partly by the client , it is important to explore the question 
of whether psychotherapy benefits clients in terms of quantifiable 
positive change in their lives. 

Fifteen developmental ly disabled adult subjects were interviewed. The 
data collected, along with information gathered from participating clinical 
psychologists, indicated a positive relationship between psychotherapy and 
the subjects 1 perception of effective treatment. The results of this study 
lend support to the concept of self-esteem playing a vital role in the 
integration into mainstream society of persons with developmental 
disabilities . 



13/5/8 (Item 1 from file: 99) 

DIALOG (R) File 99: Wilson Appl . Sci & Tech Abs 
(c) 2006 The HW Wilson Co. All rts. reserv. 

1248038 H.W. WILSON RECORD NUMBER: BAST9 5043790 
Abrasive blast media additives --a user's perspective 

Vincent, L. D; 

Materials Performance v. 34 (July '95) p. 31-33 

DOCUMENT TYPE: Feature Article ISSN: 0094-1492 LANGUAGE: English 
RECORD STATUS: New record 

ABSTRACT: The author considers the use of proprietary silicate-based 
abrasive additives as a means of reducing the leachable lead content of the 
blast residue of blast cleaning to below hazardous waste limits. A residue 
is not considered a hazardous waste if the statistically established 
Toxicity Characteristic Leachate Procedure (TCLP) leachable lead 
concentration is lower than 5 ppm. Therefore, both the contractor and 
owner will gain from using the most economical combination of methods, 
materials, and equipment that will obviate the disposal of any waste 
containing over 5 ppm of leachable lead. The addition of 15 to 20 percent 
of the proprietary silicate-based additive to nonmetallic abrasives of 
several kinds was found to lower the leachable lead levels to 1 ppm or 
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less . Issues such as efficiency and profile, special requirements, lead 
in the air and visibility, TCLP performance, nonrecyclable/recyclable 
abrasive comparisons, coatings performance, and beneficial reuse are 
addressed . 

DESCRIPTORS: Lead based paint; Lead poisoning--Prevention; Blast cleaning; 



13/5/9 (Item 2 from file: 99) 

DIALOG (R) File 99: Wilson Appl . Sci & Tech Abs 
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1204875 H.W. WILSON RECORD NUMBER: BAST95000245 

In federal government cleanups, it's a small world after all 

Rubin, Debra K; 

ENR v. 233 (Nov. 21 '94) p. 53+ 

DOCUMENT TYPE: Feature Article ISSN: 0891-9526 LANGUAGE: English 
RECORD STATUS: New record 

ABSTRACT: Part of a special section on toxic waste cleanup 
cost-containment. Although waste cleanup missions for the federal 
government that generate big contracts and bigger contractors have often 
been inhospitable to small firms, this situation is changing. Many small 
environmental services firms have been stymied by the technical 
complexities, regulatory hurdles, and risks of federal cleanup work, but 
federal waste site owners are now reaching out to small contractors , 
and larger competitors find that it pays to think small. The Army Corps 
of Engineers ' Omaha district opted for a 40 percent small business 
subcontracting goal in its 4 cradle- to-grave Total Environmental 
Restoration Contracts. Now, other Corps districts, military branches and 
the Department of Energy are following this lead and are adopting 
similarly aggressive Ismail business rules. 

DESCRIPTORS: Government contracts; Small business; Hazardous waste 
management indus try ; 
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DIALOG (R) File 474:New York Times Abs 
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06785463 NYT Sequence Number: 034371940712 
A BOOM FOR ON-LINE SERVICES 

New York Times, Col. 3, Pg. 1, Sec. D 
Tuesday July 12 1994 

DOCUMENT TYPE: Newspaper JOURNAL CODE: NYT LANGUAGE: English 
RECORD TYPE: Abstract 

ABSTRACT : 

Developers race to build electronic communities in cyberspace, spurred 
by success of consumer information services that together attract more 
than million new customers a year from home computer users; industry 
optimists expect growth to continue, but others have concluded that rush 
could lead to glut of services overwhelming relatively small market; 10 
largest revenue producers among on-line consumer services brought in only 
slightly more than $500 million last year; new interactive services are 
being developed for consumers who use home computers to supplement other 
information systems: postal service, newspapers, magazines, television, 
telephones and books; for service providers , trick will be to 
distinguish themselves as either fun or functional enough to attract and 
keep customers ; photo chart (M) 
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SPECIAL FEATURES : Chart; Photo 

DESCRIPTORS: ELECTRONIC INFORMATION SYSTEMS; SALES; DATA PROCESSING 

(COMPUTERS) 
PERSONAL NAMES: LEWIS, PETER H 



13/5/11 (Item 1 from file: 583) 

DIALOG (R) File 583:Gale Group Globalbase (TM) 
(c) 2002 The Gale Group. All rts. reserv. 

09021585 

Customers are the ones set to score from M-Web's UIA deal 
SOUTH AFRICA: INTERNET DEAL TO BENEFIT CUSTOMERS 
AfricaNews Online (XXX) 23 Nov 199 8 p.l 
Language : ENGL I SH 

Internet customers in South Africa hope that Internet connections will 
speed up when UUNet Internet Africa (UIA) takes over the sluggish M-Web 
network, following the announcement of a deal between Internet service 

providers UIA and M-Web. At present, the service offered by M-Web results 
in slow Internet access, and sometimes there is no connection at all. For 
UIA, the deal will result in higher income from network provision services 
for which it can charge a premium, while M-Web sees expansion as the only 
way to fight off competition from other service providers such as 
Vodacom, which launched its Yebolnet service in October 1998. M-Web will 
add UIA's customers to its existing 58000 clients , and increase its 
dominance in the service provider sector, but the move may lead to 
other link-ups between smaller service providers looking to make a 
profit from offering Internet services. 

COMPANY: VODACOM; M-WEB; UIA; UUNET INTERNET AFRICA 
EVENT: Acquisitions & Mergers (15) ; 
COUNTRY: South Africa (7SOA) ; 



13/5/12 (Item 2 from file: 583) 

DIALOG (R) File 583 : Gale Group Globalbase (TM) 
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06467303 

Hong Kong Aims to Help Small Builders 

HONG KONG: REPORT HELPS SMALL DEVELOPERS 
The Asian Wall Street Journal (XKO) 08 May 1997 P. 6 
Language : ENGLISH 

The Hong Kong government said it had accepted 18 out of 21 recommendations 
suggested by the Consumer Council. The recommendations are based on the 
council's 1996 report saying that Hong Kong's residential property market 
lacked competition. Recommendations accepted include : 1) the government 
should recognise that small developers should play a role in the housing 
market. 2) small developers will gain more access to government housing 
contracts. 3) smaller developers could also compete in bidding at 
government land auctions by forming alliance with each other. 4) the 
government will rezone land sites and make more land available for 
development. However, the government rejected the recommendation to set up 
mortgage agencies and the reason is that the bank mortgage market is 
already competitive. * 

COMPANY: CONSUMER COUNCIL; HONG KONG 
PRODUCT: Residential Buildings (1520); 
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EVENT: Government Domestic Functions (97); Market & Industry News (60); 
COUNTRY: Hong Kong (9HON) ; 



13/5/13 (Item 3 from file: 583) 

DIALOG (R) File 583: Gale Group Globalbase (TM) 
(c) 2002 The Gale Group. All rts . reserv. 

06443850 

GET READY FOR A PHONE AD ONSLAUGHT 

AUSTRALIA: WAR IN TELECOMMUNICATIONS MARKET SOON 
The Australian Financial Review (AFR) 12 Mar 1997 P.l 
Language : ENGLISH 

Communications companies are gearing up for the deregulation of the 
Australian telecommunications market on 1 July 1997. They plan to spend a 
total of AU$ 140 mn-plus on marketing, advertising and sponsorship. Telstra 
Corp and Optus have allocated about AU$ 120 mn for the mainstream media 
campaigns. AT&T and BT Australasia are also expected to incur significant 
marketing expenditure. Besides them, boutique service providers are 
scheduled to spend considerable amount to capture a share in the lucrative 
telecommunications market, valued at about AU$ 18.6 bn per annum. Optus 
will focus on the government and corporate sectors, plus its traditional 
small -business and retail segments in the lead -up to deregulation. The 
bulk of the funds will be spend on mainstream television as well as 
advertising. Next on the list being direct marketing and sponsorship. As 
for AT&T, it will eye the corporate sector cum certain customer segments 
(like business travellers) . The firm will make use of culture, education 
and arts as vehicles for the marketing campaigns. Apart from proceeding 
with the "Let's talk" print advertising, BT will have a range of 
sponsorships cum a program including various executive seminars. 

COMPANY: BT AUSTRALASIA; AT&T; OPTUS; TELSTRA 

PRODUCT: Telephone Communications (4811) ; 

EVENT: Marketing Procedures (24); Market & Industry News (60); 

COUNTRY: Australia (9AUS); 
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Set Items Description 

51 7505609 CONSUMER? OR CUSTOMER? OR OWNER? ? OR HOMEOWNER? OR CLIENT? 

52 1309893 SERVICE () PROVIDER? OR REPAIRM?N OR HANDYM?N OR CONTRACTOR? 

OR PLUMBER? ? OR ELECTRICIAN? OR ROOFER? ? OR BUILDER? ? OR C- 
LEARING ( ) (SERVICE OR WOM?N OR LADY OR LADIES) OR EXTERMINATOR? 

53 4421402 MATCH??? OR (PUT OR BRING) () TOGETHER OR SELECT??? OR FILTE- 

R??? OR SCREEN??? 

54 19162455 SERVICE? ? OR TASK? ? OR WORK OR PROBLEM OR LOCATION OR AR- 

EA OR ZIP 

55 9731388 LEAST OR LESS OR LESSER OR FEW OR FEWER OR FEWEST OR SMALL? 

56 3 962407 LEAD OR LEADS OR REQUEST? ? OR REFERRAL? OR (WORK OR JOB) (- 

) ORDER? ? OR RECOMMENDATION? 

57 32443 S5(3N)S6 

58 406270 S1(4S)S2 

59 719 S7 AND S8 

510 90 S9 NOT PY>1999 

511 88 RD (unique items) 

512 763831 S3(S)S4 

513 21 Sll AND S12 

514 21 RD (unique items) 
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DIALOG (R) File 20: Dialog Global Reporter 
(c) 2006 Dialog. All rts . reserv. 

08866998 (USE FORMAT 7 OR 9 FOR FULLTEXT) 

RipNET Internet Services Selects CacheFlow Internet Caching Appliances 
to Deliver Faster Performance to Subscribers; Canadian ISP Sees 
•Instantaneous 1 Customer Response 

CANADIAN CORPORATE NEWS 
December 20, 1999 

JOURNAL CODE: WCCN LANGUAGE: English RECORD TYPE: FULLTEXT 
WORD COUNT: 594 

(USE FORMAT 7 OR 9 FOR FULLTEXT) 
RipNET Internet Services Selects CacheFlow Internet Caching Appliances 
to Deliver Faster Performance to Subscribers; Canadian ISP Sees 
'Instantaneous' Customer Response 

. . . Internet content requested by RipNET subscribers is served locally 
from the cache appliance. And, because fewer requests are traversing 
the Internet, RipNET experienced enough bandwidth savings to produce a 
return on investment with the CacheFlow solution after just three months. 
... contain CacheOS(Tm), a proprietary high-performance operating 

system. CacheFlow Internet caching appliances enable Internet service 

providers and enterprises to reduce Web response times, easily manage and 
administer their networks and reduce... 

. . . product names are used for identification purposes only and may be 
trademarks of their respective owners. 
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08602848 (USE FORMAT 7 OR 9 FOR FULLTEXT) 

E- COMMEND: e-commend attracts venture capital backing from Alta Berkeley 

M2 PRESSWIRE 
December 07, 1999 

JOURNAL CODE: WMPR LANGUAGE: English RECORD TYPE: FULLTEXT 
WORD COUNT: 631 

(USE FORMAT 7 OR 9 FOR FULLTEXT) 

. . . f ocussed on Internet and technology related businesses, 
e-commend is an Internet based business which matches homeowners 
with building contractors to carry out renovations, extensions or 
redevelopment. The concept aims to cut out the "cowboy builder " and 
provide homeowners with an "e- commended" (approved) contractor 
e-commend invites homeowners for free to enter details via the website of 
the renovation they require, e-commend then replies within three days 
providing competitive quotes from e-commended builders who are in the 
area and are available to work. 

the same time the increased media focus has highlighted the 
industry problems particularly the "cowboy builder " which has produced 
further television coverage such as House of Horrors and Watchdog, 
e-commend. . . 

... in October 1999 and has already received over GBP 1.5 million of home 
improvement requests . The next few months will see e- commend begin a 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



national advertising campaign aimed at raising awareness of... 

. . . share our belief that e-commend has the potential to dramatically 
improve the relationship between homeowners and contractors . " 

Commenting on the investment, Tim Brown, a partner at Alta Berkeley, 
said: "We consider many. . . 

. . . Editors Note : 

www.e-commend.co.uk is the definitive Internet based solution for both 
homeowners and contractors alike, e-commend has been launched with the 
aim of empowering the householder through the creation of a nationwide 
community of referred professionals. The e-commend service is free to 
homeowners , who can enjoy complete peace of mind, knowing that all e- 
commend contractors have passed a comprehensive screening process, 
which considers the number of years a contractor has been in business, 
the company's credit status, its legal history and recommendations from 
prior customers . At the same time professional suppliers have the 
opportunity to differentiate themselves from their competition, reduce 
their marketing costs and form networks with other accredited contractors 

Alta Berkeley, (www.alta-berkeley.com), is one of the pioneering 
pan-European venture capital groups with 150m currently under management. 
Since 1982 the firm has invested in over 90 companies across 17 countries 
and built a distinctive position in Europe with a strong focus on start-up 
and early stage technology companies in three sectors; information and 
communication technologies, Internet and media healthcare. The firm's 
differentiation results from the merging of the investment style of our 
affiliated US funds with the collective 60 years of experience in the 
European venture capital business of the five partners. 

-0- 

(C) 1994-99 M2 COMMUNICATIONS LTDCONTACT : Charles Pearce/Sallyanne 
Heywood, e-commend Tel: +44 (0)20 8956 2420 Tim Robert son /Wendy Baker, 
Hudson Sandler Tel: +44 (0)171 796 4133 Tim Brown, Alta Berkeley Tel: +44 
(0)171 440 0229 

*M2 COMMUNICATIONS DISCLAIMS ALL LIABILITY FOR INFORMATION PROVIDED 
WITHIN M2 PRESSWIRE. DATA SUPPLIED BY NAMED PARTY/ PARTIES . * 
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NetObjects Joins Cisco Resource Network 

PR NEWSWIRE 
November 16, 1999 

JOURNAL CODE: WPRW LANGUAGE: English RECORD TYPE: FULLTEXT 
WORD COUNT: 650 

(USE FORMAT 7 OR 9 FOR FULLTEXT) 

"The Cisco Resource Network provides an impressive compilation of 
top-notch Internet services and solutions for the small business 
community, " said Mark Patton, general manager of small business markets, 
NetObjects, Inc. "We are pleased that Cisco has selected NetObjects to 
provide best-of -breed web site building solutions for the Network. " 
NetObjects Fusion. . . 

. . . Through the Cisco Resource Network, Cisco is bringing Independent 
Software and Hardware Vendors (ISVs/IHVs) , service providers , Value 
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Added Resellers (VARs) , and systems integrators together to provide 
information, tools and resources to... 

...in the Internet economy. Cisco and members of the Cisco Resource Network 
are taking the lead in helping small and medium sized companies 
effectively plan and deploy Internet business solutions that support 
today ' s . . . 

... Server Suite. In addition, NetObjects Professional Services provides 
intranet and extranet solutions to Fortune 2000 customers and provides 
training, which encompasses complete web education on NetObjects products, 
web marketing/ traffic building, site implementation, graphics & companion 
products . 

NetObjects has been ranked by Soft letter 100, NewMedia 500 and as one 
of Fortune's 25 Very Cool Companies. Its products have won over 50 awards 
including Windows Magazine's Win 100 award, InfoWorld's Analyst Choice 
award, CNET ' s Internet Excellence award, PC Magazine's Editors Choice award 
and Internetworld's Industry Award. More information about NetObjects and 
its products can be found at www.netobjects.com. 

NOTE: NetObjects is a registered trademark, and NetObjects Fusion and 
NetObjects Authoring Server are trademarks of NetObjects, Inc. All other 
brand and product names may be trademarks or registered trademarks of their 
respective companies. 

/CONTACT: Allison Green of NetObjects, Inc., 650-482-3637, or 
agreen@netobjects.com; or Dawn Slusher of Cisco Systems, Inc., 
408-527-1238, or dslusher@cisco . com/ 08:01 EST 
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JSB's surf CONTROL Catches New Wave in Corporate Filtering Pioneers 
Revolutionary ISP Initiative 

BUSINESS WIRE 
October 06, 1999 

JOURNAL CODE: WBWE LANGUAGE: English RECORD TYPE: FULLTEXT 
WORD COUNT: 1088 



(USE FORMAT 7 OR 9 FOR FULLTEXT) 



... surf CONTROL family, providing the market's first-ever 

"mix-and-match" software license that offers customers a choice of 
installing the solution as a standalone Microsoft Windows NT server or as 



... a reseller of partial licenses who makes use of large purchase 
discounts; as a surf CONTROL referral service to small ISP's; and as a 
provider of monitoring and blocking services to clients at a set fee. 

"Once again, we've raised the stakes in the Corporate Filtering 
market," said Phil Lumish, Vice President of Corporate Communications, 
JSB's surfCONTROL. "As the industry... 

...whole new levels. Our over-riding goal is to view ISP's not as just 
service providers - but as value added service providers . It is 

this type of thinking that has put surfCONTROL in the market's No. 1 
position - and how we're managing to continuously break away from the 
pack . " 

As yet another industry first, surfCONTROL will now also be 
productizing both SuperScout and LittleBrother Web site control lists for 
ISP's. Under this part of the program, ISP's can now "rent" the company's 
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positive and negative control lists and use them in conjunction with 
surf CONTROL software, a proxy, or any other type of software. ISP's can 
purchase the standalone database on a month-to-month basis or annually at a 
reduced cost . 

surf CONTROL SUPERSCOUT 2.6 

Leveraging surf CONTROL ' s unique brand of "Positive Filtering" and 
"Pass-By" technologies, SuperScout offers comprehensive monitoring, 
blocking and control of Internet access without impacting on the corporate 
network - as well as being the most scalable solution available on the 
market today. 

Unlike monitoring and control solutions that reside at "choke points" 
and need to analyze Internet traffic in great detail - thus slowing down 
the network - surfCONTROL has the ability to quickly observe traffic as it 
flows through the network. Using sophisticated "Packet Sniffing" 
technology, surfCONTROL works by transparently intercepting network calls 
from any workstation or server on the organization's network and then 
allowing or disallowing the network connection or conversation to proceed 
depending on a centrally administered rules base. 

For those companies that prefer to implement their solution on a 
Microsoft Proxy Server, SuperScout 2.6 now offers this option as well. 
Using SuperScout 2.6, users can "mix-and-match" their implementation, 
installing the software on a Microsoft Windows NT server, a Proxy Server, 
or both. 

Easy to install, SuperScout monitors and controls all TCP/IP Internet 
Protocols, including WWW, FTP, Mail and Telnet. With the ability to operate 
totally transparent to its users, SuperScout is built upon a powerful 
engine certified by the ICSA (International Computer Security Association) 
SIFT Certification process. 

LITTLEBROTHER 3.2 

Introduced in December 1996, LittleBrother is an Internet/network 
productivity solution that allows supervisors in an organization to 
accurately manage and measure their Internet and network resource usage, 
ensuring productive use of the Internet /network . LittleBrother alerts the 
administrator of excessive unproductive use and allows extensive blocking 
of Web sites, games and chat rooms. LittleBrother is the solution that 
ensures the Internet is used in a productive manner. 

JOINING THE PROGRAM 

ISP's wanting more information on the surfCONTROL ISP initiative 
should call 831/438-8300, or log onto www.surfcontrol.com 
ABOUT JSB'S surfCONTROL 

surfCONTROL, a division of JSB Software Technologies pic, is the 
foremost authority on Corporate Filtering, providing the market's premier 
Internet access management software. Based on sophisticated "Expert 
Filtering" and "Pass-By" technologies, the surfCONTROL family ensures that 
corporate "Internet Access is Business Access." This comprehensive line of 
Internet monitoring, management and filtering offerings - now including the 
entire LittleBrother product line from the company's recent acquisition of 
Kansmen Corporation -- address many of the key issues raised by corporate 
Internet access, such as productivity, legal liability, infrastructure 
bandwidth, and network security. 

surfCONTROL (www.surfcontrol.com) is a division of JSB Software 
Technologies pic (www.jsb.com), the prime architect for the Windows Sockets 
standard and provider of innovative communications technology for the 
world's leading ISVs. surfCONTROL works with a range of strategic partners, 
including Check Point Software (NASDAQ : CHKP ) , Hewlett Packard (NASDAQ : HWP) , 
IBM (NASDAQ : IBM) , ICSA, ISS, Inc. (NASDAQ : I SSX) , Microsoft (NASDAQ : MS FT) , 
NCR Corporation (NYSE : NCR) , and Tivoli Systems. Headquartered in Scotts 
Valley, Calif. and Manchester, UK, JSB is quoted on the London Stock 
Exchange (AIM) as 'JSB'. 

Note to Editors: Products mentioned herein may be registered 
trademarks or trademarks of their respective companies. surfCONTROL is a 
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registered trademark of JSB Software Technologies pic. 

CONTACT : Miller/Shandwick Technologies 
Craig Librett, (617) 351-4129 
clibrett@miller . shandwick . com 
or 

Miller/Shandwick Technologies 
Elizabeth A. Erk, (617) 351-4118 
eerk@mi 1 ler . shandwick . com 
or 

surf CONTROL 

Phil Lumish, (831) 431-1400 
phill@surf control . com 
09:01 EDT OCTOBER 6, 1999 
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3Com Reports First Quarter Fiscal 2000 Results; Fro Forma Net Income 
Increases 38% From Year -Ago Quarter 

BUSINESS WIRE 
September 21, 199 9 

JOURNAL CODE: WBWE LANGUAGE: English RECORD TYPE: FULLTEXT 
WORD COUNT: 1967 

(USE FORMAT 7 OR 9 FOR FULLTEXT) 

3Com number one for 1999. 
Today, in a separate announcement, 3Com moved to extend its lead in 
the small business market with the introduction of 12 innovative new 
Of f iceConnect (R) networking products with a... 

... new accounts for data access concentrators, VoIP, and wireless access 
products. For example, 3Com was selected by Sprint to provide an integral 
part of the underlying wireless data access technology for their new PCS 
Wireless Web service . 

3Com made significant strides during the quarter in the emerging 
high-growth broadband cable and DSL markets. Time Warner selected 3Com's 
cable modems to provide high-speed Internet access and multimedia services 
for the Los Angeles, Orange County market. 3Com also confirmed that its 
ADSL G. lite. . . 

. . . residential connectivity and network system solutions to customers 
including enterprises, small businesses, carriers and network service 

providers . 3Com — More connected. (TM) For further information, visit 
3Com's World Wide Web site at http://www.3com.com/ or the press site at 
http : //www. 3com.com/pressbox/ . 

3Com Corporation 
Consolidated Statements of Operations 
(In thousands, except per share data) 

Quarters Ended 
August 27, August 28, 

1999 1998 
(unaudited) 

Sales $ 1,387,409 $ 1,405,511 
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Cost of sales 739,078 

Gross margin 648,331 
Operating expenses: 

Sales and marketing 272,825 

Research and development 162,844 

General and administrative 61,2 40 
Merger- related 

credits and other (2,105) 

Total operating expenses 494,804 

Operating income 153,527 

Gain on sales of investments 23,551 

Other income, net 15,914 

Income before income taxes 192,992 

Income tax provision 56,476 
Equity interest in 

consolidated joint venture (975) 

Net income $ 137,491 

Net income per share : 

Basic $ 0.39 

Diluted $ 0.38 

Shares used in computing per share amount : 

Basic 353,243 

Diluted 357,703 



802,039 
603,472 

278, 651 
147,497 
59,406 

(10,218 
475,336 
128,136 

9,645 
137,781 
44, 090 



93,691 

0.26 
0.26 

358, 533 
366,425 



Net income for the quarter ended August 27, 1999 included a pre-tax 
credit of $2.1 million associated with the merger of US Robotics, Inc. 
(USR) as well as gains on sales of investments of $23.6 million ($0.05 per 
share) . Excluding these items, net income for the quarter ended August 27, 
1999 was $119.3 million ($0.33 per share). 
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. .. offers a higher in-bound than out-bound data rate. Which means by 

sending a small request one will be able to receive a huge 

application/ file . On the other hand, SDSL... 

...applications requiring high data rates both ways. 

Current DSL technologies offer the ability to offer service level 
agreements suited to customer needs - one can select the type of service 
one needs, the priorities one wants assigned to each type of service and 
also use the same link for voice, data and video, etc. 
"DSL allows you. . . 

... as integrated voice, video and data, video-on-demand, online gaming be 
offered by private service providers ? 

Do we really need broadband access when 98 per cent of our population 
do not even have a telephone connection? Or should we let cutting-edge 
technology and services co-exist with efforts to develop the most basic 
services? 
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As in other geographies, only public pressure can help solve these 
issues and bring the real benefits of a networked economy into India. 
Copyright 1999 Business Line 
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term partnering agreement with British Nuclear Fuels is a good 
example of AMEC 1 s key client focus. This is a five year agreement, which 
covers nuclear projects and services within the client s multi-billion 
pound future capital expenditure programme. 

Other highlights include a further major contract... 

... at Sandwich, to build a #59 million pharmaceutical process development 
facility, the appointment as preferred contractor on Manchester's 2002 
Commonwealth Games stadium and, in Hong Kong, contracts worth #222 million 



... the timing of investment transactions but also reflects AMEC 1 s 
determination to continue to be selective in the quality of work which 
it undertakes. Profit before tax has increased by 20 per cent to #27.1 
million reflecting good progress in each of the business sectors. 
- disposal of Fairclough Homes 

The disposal of Fairclough took place in April and is treated as a 
discontinued activity. The structure of the transaction allows AMEC to 
continue to have a substantial participation in the profits of Fairclough 
until March 2001. This participation will be received by AMEC as a tax free 
dividend and an accrual for the two and a half months post disposal period 
is included in these results ...the improving quality of capital projects 
work, representing the balance of the order book, should lead to less 
volatile earnings from this type of activity. SPIE's order book, at #1 
billion, is 11 per cent up year on year demonstrating economic recovery in 
France. These good positions should help to sustain the profit growth shown 
in these results. 

Year 2000 

The group has now substantially completed the exercise to ensure that 
both its critical and non-critical systems will be Year 2000 compliant and, 
where there are any outstanding issues, these are being addressed. 
Contingency plans have been, or are in the process of being, formulated. 
The appropriate action also continues to be taken in respect of the Year 
2000 implications of relationships with clients, suppliers and 
subcontractors. There can, of course, be no guarantee that the date change 
from 1999 to 2000 will be without impact on the group's operations. 

Outlook and prospects 

Chief executive, Peter Mason said 

'Overall demand in the UK is sound with most commentators forecasting 
modest growth in the domestic industry over this year and next. In capital 
projects, we continue to focus on negotiated, non-adversarial forms of 
contract and only in our selected industries. 

In the UK, we see considerable scope for growth in profits for AMEC 
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from services, in particular through our utilities business, but also from 
oil and gas services which are largely unaffected by variations in the oil 
price. Overall, we have no plans to return to the volume, hard-bid, 
traditional building market. 

Elsewhere in Europe, our principal market interest is, of course, 
France, where the outlook is much improved and we expect to see another 
good profit contribution from SPIE over the full year. 

The construction sector in the US continues to be robust but our 
business, Morse Diesel, has yet to reflect this. A strategic shift of the 
business into more rewarding markets is required and we continue to explore 
the best way to achieve this. The anticipated award of a civil engineering 
contract is encouraging. 

In South East Asia, our prime market focus continues to be Hong Kong 
and Singapore which, although we have had a quiet first half, look to be 
resilient. We have recently signed a memorandum of understanding with PWD 
Corporation, a subsidiary of the investment arm of the Singapore 
Government. PWD is a very strong design and construction business with 
excellent experience gained from some of the region s major projects. We 
bring to the partnership some of AMEC ' s process design and facilities 
management skills and, together, we will identify and pursue regional 
opportunities in design, construction, the provision of services and 
facilities management. 

In terms of the strategic development of the group, the remodelling of 
AMEC, which we have been undertaking for the last three years, has 
re-established base profitability and a substantially positive net cash 
position, even prior to the future receipt of proceeds from the sale of 
Fairclough. We now have, therefore, the resources and the confidence to 
fund and manage growth, both organic and by acquisition. This does not 
mean, however, that we will be rushing into inappropriate acquisitions. 

The structure of the sale of Fairclough was deliberately designed to 
maintain our earnings over the next two years to allow proper time to be 
sure that we are taking the business forward in the right direction, by 
which I mean the goal of continuing to improve the quality of our profits. 
We are engaged in that investment analysis now and will report further 
developments as they occur. 

The outlook for the remainder of the year is good. The group's order 
book has been sustained at #3 billion 
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... 31, 1999--What could be better than an Internet Service Provider 
(ISP) who offers its customers free service? How about an ISP who 
actually pays its customers cash for using its service! 

In the wake of a myriad of Internet services who offer everything from 
free computers to free access to woo consumers , one ISP is staking out 
new territory by offering to pay its customers hard cash every month. 
Spire Communications, Inc., a newly launched premium Internet services 
company based in Wenatchee, WA, is doing just that. 

... s status-quo $19.95 monthly fee drops to $11.95 per month. With as 
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few as five referrals , Spire customers are essentially earning totally- 
free service with Spire. What is even more appealing... 

... e-mail accounts are standard with all dial-up or DSL packages. True 
family- friendly filtering options are available and all services carry 
toll-free 24/7 technical and customer support. 
About Spire 

Spire Communications, Inc., is a privately held subsidiary of 
BEAUCOMM, INC., a Wenatchee, WA, based technology development holding 
company. Spire is the first x premium 1 national ISP where its members can 
earn unlimited monthly cash referral rewards over and above free access. 
Spire is a superior customer service company offering an all digital 56K 
V.90 and 128K ISDN national dial-up network and DSL in most major cities 
through a network of over 750 POP's across the US and Canada. The company 
can be reached on the web at www.spire.com or via e-mail at info@spire.com. 
New customer sign-up information is also available by calling 
1-888-55-SPIRE (77473) . (Additional press and photo material is available 
on the Spire website at www.spire.com/PressInfo/pressinfo.html.) 

CONTACT: Spire Communications Inc. 

Kevin Beauchamp, 1-888-55-SPIRE 
07:59 EDT AUGUST 31, 1999 
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SNET Matches BellSouth as the Highest Performer in the 1999 J.D. Power 
and Associates Residential Local Telephone Service Satisfaction Study 

While both companies perform well above the industry average in all 
seven factors that impact customer satisfaction, they receive their 
highest customer ratings in different areas. BellSouth performs 
significantly well in customer service and corporate image /communication, 
two of the most critical factors in determining customer satisfaction. 
SNET, on the other hand, performs exceptionally well in the billing, 
network capabilities and. . . 

... director of telecommunications accounts at J.D. Power and Associates. 
"The ability to consistently exceed customer expectations in all areas 
will serve them well in an increasingly competitive marketplace." 
The study. . . 

...a competitive advantage in offering multiple services and that the cable 
TV providers have, at least , a short-term lead on offering the entire 
package," Parsons said. "In fact, the marketplace looks ripe for change... 

... on responses from consumers in 12,185 households nationwide that 
subscribe to a local telephone service provider , represents an initial 
analysis of the U.S. telecommunications market. Forthcoming reports will 
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include customer satisfaction results for cable/satellite, wireless and 
Internet providers . 

With headquarters in Agoura Hills, Calif... 

. . . global marketing information services firm operating in key business 
sectors including market research, forecasting and customer satisfaction. 
The firm's quality and satisfaction measurements are based on actual 
customer responses from more than 1 million consumers annually. 

J.D. Power and Associates can be accessed through the World Wide Web 

at . . . 

...Satisfaction Study(SM) 

BellSouth and SNET Receive the Highest Customer Satisfaction Rating 

Among Local Telephone Service Providers 
Overall Customer Satisfaction Index Scores: 
1999 U.S. Local Telephone 

BellSouth — 115 SNET -- 115 Cincinnati Bell -- 110 PacBell -- 105 
Bell Atlantic — 104 Industry Average -- 100 ALLTEL -- 98 Frontier — 95 
Ameritech -- 94 GTE — 94 Southwestern Bell -- 94 US West 92 Sprint -- 
91 Citizens — 87 

Source: J.D. Power and Associates 1999 Residential Local Telephone 
Service Satisfaction Study (SM) . 

Cost of Service/Promotions, Customer Service, Followed 
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. . . Joseph Rosner, a senior consultant at Raymond Karsan, says the firm 

has been getting more requests for searches from smaller businesses, 
and also for lower-level employees. The company will search for an employee 
that . . . 

...of the employee's first-year salary. 

Gregory Winsor, president of Ramptech Inc., a railroad services 
company in Bedford Park, has hired five employees from Hire Quality. ""We 
get pre- screened people, and we're pleased with the selection , ' ' he 
says, although he adds that one Hire Quality employee didn't work out. 

There are, he says, limits to the skills of the Hire Quality 
workforce. "I... 

...Bishop says. He plans to do the same in his Washington, D.C., office. 

The screening and training done by Chicagoland Business Partners and 
its service providers, which include community colleges and church 
organizations, are big time and money savers, Mr. Bishop says. Then there's 
the tax credit businesses get for hiring welfare-to- work employees. Edge 
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Systems will receive a tax credit of about $8,300 over two years... 

...it hires, Mr. Bishop says. 

No matter what creative hiring techniques they employ, small business 
owners agree that the real hiring challenge today is not just finding 
employees, but finding qualified ones. 

x "These days, 1 ' Mr. Hess says wryly, x 'people who are looking are 
looking for a reason. * ' 

SIDEBAR 

State your case: what small firms can offer 

In this era of low unemployment, companies large and small have to 
sell themselves to employees, says Cathleen Faerber, principal at the Lake 
Zurich recruiting firm Wellesley Group Inc., a recruiting firm in Lake 
Zurich. 

Small businesses looking to woo employees should remember the traits 
that make their firms more appealing than large corporations . Small firms 
usually can offer employees more opportunity and a faster career track than 
larger companies, says Ms. Faerber. 

Ms. Faerber and others suggest the following tips to make your company 
more attractive to job seekers: 

* Stress lifestyle. Flexible work hours and shorter workweeks (albeit 
with the same number of working hours) appeal to younger job-seekers. 

* Little benefits add up. Laurie Kahn, president of Chicago-based LGK 
Media Staffing Network Inc., says one candidate asked her about a company's 
softball team and holiday get-together. N " It sounds dumb, but the person 
was new to the city, 1 ' Ms. Kahn says. Those things, plus free parking, cab 
reimbursement and other small perks, all add up, she says. 

* Fun is important ... At Hollyer & Schwartz Inc., a Chicago 
software developer, Friday lunch meetings give employees free food and the 
time to socialize, says Leah Weyandt, human resources director. 

* but so is money. Stock options, tuition reimbursement, 
401 (k)s, full benefits and competitive salaries attract qualified workers. 
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... lead from Wall Street and jumped 1.5 pet to hit a new record close, 

small caps took their lead from a thin, if generally positive domestic 
corporate newsflow. Thus the FTSE Small Cap Index ended up just 8.5 points 
at 2542.4. 

For once there was little news on the corporate front. Bob Morton's 
Silvermines confirmed it had received an informal bid approach, thought to 
be at 46 pence a share, but said that it had rejected the offer. Thus its 
shares, up 9 pence before the announcement, ended the session up 7-1/2 
pence at 38-1/2 pence. 

Distributor H Young Holdings jumped by 14 pence to 95-1/2 pence. 
Speaking from a trade show in Birmingham, chief executive Rory McGrath told 
AFX News that this was, he believed, caused by the final clearance of a 
stock overhang caused by M&G offloading a stake. On a historic yield of 6.5 
pet and a trailing PE of 6.2, private client investors were said to be 
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buying the stock quite agressively. It is believed that the clearance of 
another institutional stock overhang helped Tepnel Life bounced 3-1/2 pence 
to 18-1/2 pence. 

The latest in a long line of positive comments in the Daily Mail about 
Incepta Grooup helped shares in PR outfit Incepta to adavnce by 2-3/4 pence 
to 24-1/2 pence while the same tabloid tipped chemicals outfit Amberley - 
shares in which rose 9-1/2 pence to 66-1/2 pence. 

Vague takeover talk lifted Ulster TV by 22-1/2 pence to 202-1/2 pence 
while as private client punters climbed aboard Of ex listed NetBet, floated 
at 70 pence yesterday, its shares soared another 32-1/2 pence to 205 pence. 
Almost 300,000 shares in the Alderney based internet bookies changed hands. 

Positive comment on results yesterday from BATM listed its shares by 
113-1/2 pence to 698-1/2 pence while over on the internet chat-pages Ultima 
Networks ... pence to 5-1/4 pence. That values Waverley at just 2.45 mln 
stg. 

Selected internet service providers suffered as more free ISP 
services were launched. WH Smith stressed its play on the education 
market and that hit Voss Net in particular as it is attacking the same 
target - its shares thus retreated 15 pence to 127-1/2 pence. 

Concerns over the chances of taking over Silverstone saw Brands Hatch 
reverse by 32 pence to 32 3 pence, 
t j zw/mh . 
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. . . help small businesses develop and market their Web site. This 
jointly produced, non-technical guide leads small businesses through a 
step-by-step process for naming, building, writing content for, hosting and 
marketing their Web site. This comprehensive, yet easy to understand guide, 
titled Small Business: Creating Web Sites For Dummies (R), arms small 
businesses with the tools necessary to build their business and extend 
their brand on the Internet. 

that enables small businesses to easily establish a Web presence 
through intuitive, browser-based site builder tools. EasySite comes 
complete with a roster of professionally designed vertical market packages 
with pre . . . 

. . . EasySite gives small businesses everything they need to set up a site, 

including Concentric Site Builder , which guides customers step-by-step 
through the Web site creation process with a simple online tool. Customers 
also receive one e-mail address for their business. All a small business 
needs to. . . 

... complex sites." Additionally the panel noted Concentric' s flexibility, 
performance, reliability, and dedication to 24x7 customer support as key 
factors in their decision to grant Concentric the top ranking. 
Those interested. . . 
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... medium- si zed businesses, including high-speed dedicated and DSL access, 
Web hosting and e-commerce services . For larger enterprises, the company 
offers customized Virtual Private Network solutions. A leader in IP network 
innovation, Concentric ' s services rely on a high-performance, ATM-based 
network that covers North America, backed by 24... 

. . . the Concentric network reaches South America, Europe and the Pacific 
Rim. The company was recently selected as the "Most Innovative ISP" by 
Interactive Week magazine, and consistently receives top ratings by. . . 

... Network Technology (www.inversenet.com), an independent research firm 
that grades the performance of network service providers each month. 
Traded on NASDAQ under the symbol "CNCX, " Concentric Network is 
headquartered in San. . . 

... a trademark of Concentric Network Corporation. All other trademarks are 
the property of their respective owners . 

/CONTACT: Jenna Dee of Concentric Network Corp., 408-817-2297, or 
jdee@concentric.com; or Yvette Huygen 
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e-coiranerce site, complete with real-time credit card processing, 
multiple department, merchandising, inventory and customer management 
tools . 

The first of these ConcentricHost enhancements, called ConcentricHost 
Domain Parking, allows customers to search for and reserve a domain name 
with InterNIC Registration Services , as well as providing a template 
builder for establishing a starting Web page. A second feature, 
ConcentricHost Domain E-mail gives small... 

... e-mail based on that name. The Company also introduced ConcentricHost 
EasySite, which includes Site Builder , a browser-based tool that leads 
users through the creation of their Web site design. This tool allows users 
to select from pre-designed industry specific templates, pre-populated 
content, color and font treatments, photos and. . . 

... sized businesses to establish e-commerce Web sites. This service 
eliminates the need for a customer to work with multiple parties to 
establish electronic commerce capability. ConcentricHost E-commerce 
includes INTERSHOP . . . 

...the construction of catalog and online transaction capabilities. It also 
provides back office, inventory and customer management and reporting 
tools. ConcentricHost E-commerce also includes Netopia's Site Server 3.0... 

. . . which leverages DSL to provide medium to large businesses with remote 
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access capabilities. 

Concentric was selected by Ticketmaster Online-City Search to 
provide a controlled infrastructure for a multitude of servers, management 

services and optimized Internet bandwidth in the Company's Chicago data 
center. In March # Netopia, Inc., a leading provider of Web sites to small 
businesses, selected Concentric as its exclusive Web hosting provider. 
Additionally, Netopia will use ConcentricHost Private Label, a program that 
allows Netopia to leverage Concentric ' s hosting technology and customer 

care . 

During the quarter, American Greetings selected the Company as its 
primary remote access service provider under a Remotelink VPN. This 
solution will enable 600 members of the American Greetings sales... 

. . . reseller compensation structure. The first tier consists of a referral 
incentive fee for referring new customers . For resellers and integrators 
wanting to become contracted sales agents there are additional benefits 
including technical training, small business focused sales leads and 
access to valuable tools and information via a special website. The Company 
also formed. . . 

...The Company also announced strengthened service level agreements (SLA's) 
in three areas for VPN customers . The network availability SLA was 
increased to 100% and extended to include local loop. The average packet 
latency SLA was reduced to be no greater than ...medium sized businesses, 
including high-speed dedicated and DSL access, Web hosting and e-commerce 

services . For larger enterprises, the company offers customized Virtual 
Private Network solutions. A leader in IP network innovation, Concentric ' s 

services rely on a high-performance, ATM-based network that covers North 
America, backed by 24 hour/7 days a week customer support. Through 
various partnerships, the Concentric network reaches South America, Europe 
and the Pacific Rim. The company was recently selected as the "Most 
Innovative ISP n by Interactive week magazine, and consistently receives top 
ratings by. . . 

... Network Technology (www.inversenet.com), an independent research firm 
that grades the performance of network service providers each month. 
Traded on NASDAQ under the symbol "CNCX, " Concentric Network is 
headquartered in San Jose, Calif., with operations offices in Southern 
California, St. Louis, Mo., and Saginaw, Mich., along with sales and 
channel support across the U.S. For more information, access the company's 
Web site at http://www.concentric.net or contact Katie Greene at 
408/817-2885 . 

NOTE: Concentric Network Corporation and the Concentric logo are 
trademarks of Concentric Network Corporation. Other product names mentioned 
herein may be trademarks and/or registered trademarks of their respective 
companies . 
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. . . a leading provider of DSL services nationwide, and has the most 

experience of any national service provider . Resellers and integrators 
can use the program to help sell additional services and extend the... 

... tiered reseller compensation structure. A referral incentive pays out 
$60 to $240 for each DSL customer brought to Concentric - resellers 
simply complete and submit an on-line referral form. Additionally, 
interested. . . 

. . . access to a partner extranet for ease of ordering and information 
retrieval, and benefit from small business focused sales leads created 
exclusively for sales agents . 

"Small to medium-size businesses are demanding complete solutions that 



... allow easy access to valuable tools and information. Resellers can use 
the site to qualify customers , view regional pricing, and submit DSL 
orders on-line. They can also download informative white... 

...collateral. By having easy access to this type of information, resellers 
can effectively counsel their customers on the benefits of the 
ConcentricDSL (TM) solution. 

For more information on the Concentric IMPACT. . . 

... medium sized businesses, including high-speed dedicated and DSL access, 
Web hosting and e-commerce services . For larger enterprises, the company 
offers customized Virtual Private Network solutions. A leader in IP network 
innovation, Concentric ' s services rely on a high-performance, ATM-based 
network that covers North America, backed by 24. . . 

. . . the Concentric network reaches South America, Europe and the Pacific 
Rim. The company was recently selected as the "Most Innovative ISP" by 
Interactive Week magazine, and consistently receives top ratings by. . . 
... Network Technology (www.inversenet.com), an independent research firm 
that grades the performance of network service providers each month. 
Traded on NASDAQ under the symbol "CNCX, " Concentric Network is 
headquartered in San Jose, Calif., with operations offices in Southern 
California, St. Louis, Mo., and Saginaw, Mich., along with sales and 
channel support across the U.S. For more information, access the company's 
Web site at http://www.concentric.net or contact Katie Greene at 
408/817-2885. 



Editor's Note: Visit Concentric Network at booth No. 2146 at Spring 
Internet World, April 14-16, at the Los Angeles Convention Center. 

Concentric Network Corporation, ConcentricDSL and the Concentric logo 
are trademarks of Concentric Network Corporation. Other product names 
mentioned herein may be trademarks and/or registered trademarks of their 
respective companies. 

CONTACT: Concentric Network Corp. 

Katie Greene, 408/817-2885 
kgreene@cncx . com 
or 

Wilson McHenry Co. 
Yvette Huygen, 650/356-5200 
yhuygen@wmc . com 
08:06 EDT APRIL 12, 1999 
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... of technologies and the need for specialized skills is leading 

companies to resort to external service providers in order to plan, 
design, and implement their Internet/Intranet strategies. 
Excellent opportunities exist for... 

... headquarters. Eventually, all of them will need to connect with their 
suppliers and with their clients to provide on-line customer support. 

The availability of high-speed networks, the development of standards, 
and the evolution of protocols as well as other mechanisms to solve 
security problems are expected to play a key role in the development of 
Intranets in all sectors of U.A.E. industry. This situation will create 
excellent opportunities for specialized services companies. 

Local companies tend to contract . . .homepage to provide information on 
their organization, create brand awareness, offer product information and 
generate leads . Very few companies in the U.A.E. use electronic 
commerce as a means of doing business on the web. Local banks and companies 
are slowly moving in this direction. Electronic commerce should develop 
rapidly in the coming two to five years if sufficient security systems can 
be put in place. 

Local IT industry personnel expect that information services for 
travel, employment and entertainment will develop over the medium term. 
These services will add to the demand for experienced Internet -Intranet 
service companies . 

Network management, technical assistance and end-user training are 
other distinctive growing areas of involvement for firms specialized in 
Internet-related computer and network services. 

2. Best Sales Prospects: 

As this is a new and expanding market the best sales prospects for the 
hardware side of the industry are also being included. 



HS CODES DESCRIPTION 

S 737 9 Integrated computer and network services for planning, 

designing, and implementing company-wide 

Internet/ Intranet strategies. 
S 7379 Services for Internet-based applications. 
S 7 37 9 Services integrating graphic design, database knowledge 

and marketing and advertising skills for the creation 

of sophisticated Web-sites. 
8517.50 ATM routers /router interfaces/switches 
8517.50 Cable and fiber optic products 
8517.50 Connect and outlet systems 
8517.50 Enterprise switching hubs 
8517.50 ISDN routers 
8517.50 Intelligent hubs and nodes 
8517.50 Internet access devices 
8517.50 Protocols 
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8517.50 Remote access devices 

8517.50 Stackable hub products that integrate bridging, switching, 
8517.50 Workgroup communications hubs 

Network Management Systems 

Technical Assistance. 

End-user Training 

B. COMPETITIVE ANALYSIS 

1. U.S. Market Position and Share: Local industry sources stated that 
U.S. computer companies offering IT consulting and internetworking services 
in the U.A.E. have approximately 30% of the market. U.S. sales were 
estimated at about $3 million in 1997 and are expected to reach $4.5 
million in 1998. 

Most leading U.S. information technology firms including IBM, Digital 
Equipment, Compaq, Hewlett Packard, Sun Microsystems, Microsoft, NCR, 
Netscape, Novell, Oracle, Informix, Sybase, Platinum Technologies, Bay 
Network and CISCO Sytems are directly present in the U.A.E. through 
subsidiaries or branch offices. They are focussing their efforts on 
offering diversified computer services. U.S. consulting companies present 
in this market are Andersen Consulting and G.E. Information System. 

Opportunities exist for other highly specialized U.S. computer 
services companies with specific vertical market experience. As U.S. 
technological expertise is highly regarded, and U.S. advancements in the 
Internet sector are widely recognized, the United States is expected to 
increase its already excellent market position over the next three years. 

2. Domestic Competition: 

A number of local computer services companies offer Internet/ Intranet 
related consulting services. Some have tie-ups with companies overseas. 
These services are often limited to the development of Web-sites and 
company intranets . 

Local companies that operate here include: ITS, Cyber-Gear, Emirates 
Information Technologies, Emirates Computers, Gulf Computers, Search Inc, 
Dubai Online, EMITAC, and Netventures . Revenues of locally-owned companies 
in the Internet/ Intranet related computer and network services sector were 
estimated at approximately USD 5 million in 1997, representing 50% of the 
total market . 

3. Third Country Competition: 

Market sources estimate that in 1997, 20% of the U.A.E.'s $ 10 million 
market for Internet/ Intranet related computer and network services went to 
third country competitors. 

4. Competitive Factors: 

Reputation and longstanding experience represent very important 
competitive factors. A good financial and organizational structure, a high 
degree of professionalism, proven knowledge of innovative technologies, 
business reputation and business references are key factors for a 
supplier's success. High-quality solutions, adherence to industry 
standards, vertical market experience, reliable, highly-specialized 
pre-sales and after-sales service, training and timely delivery have also 
become crucial to ensuring customer satisfaction. 

It is extremely important for new-tp-market U.S. firms to understand 
the structure of the U.A.E. market and the users' culture. It is also 
essential that suppliers understand customer needs fully, possess the 
necessary skills to offer new, value-added, integrated solutions and 
communicate constantly with their client. 

C. END USER ANALYSIS: 

Any individual who uses the Net, whether for study, work or just to 
surf, is considered an end user. Minimum subscription for the Internet 
month with a flat add on cost of USD 1.77 for every additional hour. Local 
industry experts believe substantial increases in Internet usage would be 
achieved if costs were as competitive as in the U.S. 

Private/Public Sectors: U.A.E. Federal and local government 
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institutions represent important potential end-users. Advanced 
communications techniques and information technology are only gradually 
being introduced in U.A.E. government administrations and institutions. The 
perceived need to reach higher levels of efficiency and to offer higher 
quality public services will play a key role in the growth of this sector. 
Current plans of the Police and Immigration departments in integrating 
their systems emirate-wide shows a willingness to utilize computer 
technology and telecommunications as a strategic management tool. 

Branch Offices/subsidiaries of multinationals based in the U.A.E. ... 
accomplished during the five morning hours. 

In order to enter the U.A.E. market, service firms must appoint a 
sponsor or a commercial agent. Local representation is a legal condition 
for doing business in the U.A.E. Great care is advised in the selection 
of the commercial agent. The law favors local businesses and the 
cancellation of agency agreements... 

. . . are well-established throughout the country, offer good pre-sales 
assistance and after-sales technical services , have experience in the 
different market sectors and maintain person-to-person contact with 
customers . . . 

... the U.A.E. market should consider cooperative/ licensing arrangements or 
joint ventures with carefully selected U.A.E. partners. 

Customs regulations are relatively straight-forward and include the 
following documentation: commercial invoice and certificate of origin. 
Import duty is a flat rate of 4 percent and can be exempted on goods sold 
directly to government agencies. There are no exchange controls or 
restrictions on repatriation of capital or profits . 

Though the U.A.E. dirham is linked to the dollar, exchange rate 
fluctuations of the dollar against other major international currencies can 
affect prices and profit margins. Given occasional international mail 
delays and the nine to twelve hours time difference between the U.A.E. and 
the US, local firms prefer to communicate 3. Financing: 

Shipments to the U.A.E. are under letters of credit (L/C) and sight 
drafts, depending on the exporter's preference and the extent of past 
dealing with the purchaser. For payment of L/Cs, the normal period is 90 
days after acceptance of the draft. The extension of credit terms and other 
marketing assistance are key factors in a successful business relationship. 
A certain degree of flexibility is considered normal in the establishment 
of terms and conditions. Suppliers to the U.A.E. government usually receive 
payment six months after delivery. 

U.A.E. businessmen expect their counterparts to be serious, willing to 
negotiate, and clear about their products and 
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... what the patient requested was approved and part of it not. 

The state law allows consumers to appeal their insurance plan's 
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decisions only on treatment that is covered by the patient's policy. 

Passed in 1997 after consumers began complaining about cutbacks in 
health plan coverage, the law covers all types of insurance... 

... by a review agent -- which can be an HMO, an insurance company or a 
private contractor certified by the state -- the agent must notify the 
patient of his right to appeal... 

...the results of their appeal before requesting an independent review, but 
in life-threatening cases, consumers can bypass the appeal process. 
An appeal eventually ends up at the Department of Insurance... 

...up to 4,400 requests for external reviews in the first year. Last 
summer, so few requests had come in that Bomer issued a bulletin to the 
insurance companies, reminding them that... 

...t respond to their requests." 

In addition, often insurance companies don't find a true, matched 
peer reviewer to analyze the case and instead use their medical director, 
who may not be a specialist in that medical problem being reviewed. 
Third, there will always be medical, professional differences on the most 
appropriate treatment for patients, Dunne adds. 

"The HMO industry knows that there is an ombudsman out there. That 
gives them both confidence and fear in terms of how those decisions are 
approached," says Victor Lazarro Jr., vice president of health plan 
operations in the Gulf Coast at Prudential. "The HMOs all have to rise to a 
higher standard." 

Texas is one of only 13 states with an external review process, and 
outside observers are calling it a model for other states. 

"There are no fewer than five bills federally already in play on 
managed care, " says Connie Barron, associate director of legislative 
affairs at the Texas Medical Association. "Four of those five have an 
external review component 
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... a wave which is about to break and recede or a continuing process 

which will lead to even fewer firms and more overt control from the 
client through protocols and audit. This remains a... 

... to control their outsource vendors more effectively than they did five 
years ago and to select them with greater care. While panels were in 
place five years ago, support for the... 

... on the increase and there is evidence that panel size continues to be 
squeezed by selection of the best-performing service providers. Those 
who manage their own resources and capabilities most effectively will gain 
ground under this panel system at the expense of those who are unable to 
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meet selection criteria. 

On the selection criteria, the survey shows industry principals have 
recognised that they can impose service standards across the marketplace 
and this will become the norm. The survey also indicates that confidence in 
the capability of outsource providers is increasing across the board, with 
growing acceptance of advice on liability, quantum issues and reserving. 

But the summary also shows claims managers are not prepared to 
delegate all responsibility for these matters. 

Liability claims . . . ease of access to their service providers and 
accountability from them. 

Guardian Insurance 

Tony Griggs, customer development manager 

Insurers have traditionally agreed service standards with their panel 
of loss adjusters to... 

...who are not their direct employees. As soon as an adjuster makes contact 
with the customer he or she is perceived to be an extension of the 
insurers' work force and... 

. . . spending too much time trying to meet service standards and not enough 
time actually providing customer satisfaction. 

One of the main areas of criticism during the auditing process relates 
to breaches of service standards. As a result, instances are seen where the 
individual loss adjuster is far more anxious to comply with the rigid 
timetable imposed on him than he is in settling the claim. He takes the 
view that if his files are audited by a representative of the insurance 
company he is less likely to be criticised for not settling the claim than 
he is for failing to issue a preliminary report within three days of 
meeting the insured. Similarly he must visit the insured within a specified 
time frame - one insurer insists that their loss adjusters meet with the 
insured within an hour of being instructed. 

Insurers should recognise the need to instruct adjusters only on those 
cases where they feel their involvement will have added value either for 
the customer or the insurer. Sometimes both customer and insurer benefit, 
but the added value disappears if the claim is not settled in a reasonable 
period . 

It is our view that, instead of continuing to impose strict time 
periods, insurers should empower adjusters to use their initiative and to 
make every effort to make the first visit to the insured at the end of the 
claims process rather than the beginning. This can be achieved by allowing 
the adjuster to spend valuable time validating the claim rather than 
writing a preliminary report which only goes to tell the insurer that 
instructions have been safely received and some progress is being made 
towards settling the claim. Such work benefits no one to a significant 
degree . 

Within Guardian Insurance, the panel arrangements are currently being 
reviewed, and revisions to that panel will be announced early in the New 
Year. What is certain is that we will be working far closer with our panel 
than ever before and we believe our closer relationship will be of benefit 
to both our customers and ourselves. The entire claims process needs to be 
constantly reviewed, sometimes radically and this can only be achieved if 
when working together fresh innovative ideas are put into practice. 

There continues to be a need for loss adjusters, but the relationship 
between adjuster and insurer needs to undergo a radical change. We must not 
lose sight of the fundamental role of the loss adjuster - to settle claims. 

Iron Trades 

Ashton West, general manager, claims 

It comes as no surprise to see that compared to five years ago there 
is a significant reduction in those practitioners whose usual aim in 
handling a liability claim is to defeat it. There has been an increase 
within that time of those who endeavour to settle quickly both before and 
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after litigation. This suggests an appreciation of the implications of too 
readily resorting to a denial with the consequent expense of litigation. 

The assertion that insurance companies benefit from delay in handling 
liability claims is false with claim costs increases outstripping wage 
inflation, RPI and investment returns. The results of this survey reflect 
the management effort in the area of early and accurate decision making to 
ensure speedy resolution in appropriate cases. 

The other factor is an increased awareness of resolving litigated 
claims that cannot be fully defended at an early stage. There is a 
significant minority who responded in the #' other' category. More 
information of these responses would be of interest. As a crosscheck it is 
supportive of this move toward resolution that only one in 16 of the 
respondents considered litigation as best suited to achieving their aim. 
The majority, seven out of every 10, favoured negotiation as the best 
option and there is clear support for other types of less formal procedures 
than litigation, like mediation and arbitration. 

The involvement by insurers of outside claims handlers in all aspects 
of the management process has seen an increase in the five year period. 

If this is indicative that insurers are working more closely with 
their advisers in reaching fully supportable decisions at an early stage of 
the process this is to be encouraged. However, there may be concern that 
insurers have become more dependent on their advisers in making decisions 
due to erosion of their in-house claims handling abilities. ...and the 
reduction of the average number of providers on each confirms expectations 
in this area . Supplier management is important in terms of cost and 
quality. The quality of output in. . . 

... value. However, the suspicion is that in many cases price is the real 
determinant in selecting a provider. It will surprise many that it is 
comparatively low on the list of... 

...panels with less participants indicating more central control. 

More could be done by way of service agreements, and solicitors need 
to consider the reasons for selection as identified by this survey. 

(TB) WHICH METHOD DO YOU CONSIDER IS BEST SUITED TO ACHIEVING YOUR 
AIM? Litigation 6.67% Negotiation 68.89% Mediation 20.00% Arbitration 8.89% 
Expert determination 8.89% WHEN CHOOSING SOLICITORS /LOSS ADJUSTERS WHAT IS 

Most important Least important Technical ability 82 . 50% Directories 
90.63% (Chambers, Legal 500) Specialist experience 77.50% London firm 
75.76% Concise practical advice 51.28% National firm 47.06% International 
firm 72.70% Beauty parades/pitches 72.73% (TE) 
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... achieve global standards, for which the engineering consultants 
have an immense potential to provide adequate services . Aarvi Encon Pvt. 
Ltd. (AEPL) , is a pre-eminent chemical project consulting engineering 
company, undertaking... 
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Award for excellence in consultancy services and for total execution of 
the titanium grease project of Indian Oil, with technology developed... 

...my own unit, AEPL, in October 1987. Due to the industrial contacts 
developed during my service at Davy Powergas, I could obtain consultancy 
assignments from companies like Herdillia. I had also. . . 

...you been handling over the years? VDS : We have completed 30 projects for 
about 10 customers . Many a project was commissioned during the past 
decade and the major ones include: dodecyl . . . 

... We have undertaken projects of Aluminum Complex and G-92 for Indian Oil 
Blending. Our services covered pilot plant study, scale up of plant from 
5 kg to 3000 MT/year... 

... engineering, project management, procurement assistance, inspection, 
government approvals, construction, supervision and mechanical 
commissioning, advising our clients on payments to contractors etc. CB: 
To what extent do your projects comprise indigenous technology? VDS: By and 
large, our projects were based on indigenous technology. The R&D division 
of Herdillia had developed technology for dodecyl phenol, diphenyl oxide 
and isobutyl benzene, for which we did detailed engineering and project 
management. Even in the case of Indian Oil, it was a path breaking 
indigenous technology for titanium grease which was patented. Powder paint 
technology for Hardcastle and the polyurethane system technologies were 
from outside the country. CB: How would you look at the role of chemical 
consultancy from the point of view of technology transfer? Did you try to 
do any upgradation of technology? VDS: The role of chemical project 
consultants has been limited. Companies like Chemtex, Chematur IBI, and 
Technimont ICB who transfer knowhow of DuPont, Chematur and 
Technimontidisan respectively are also limited. Most of the local 
technology transfers are illegal and unethical. Technical personnel leaving 
a company disclose its knowhow on joining another firm. As a consultant, I 
bel ieve that process knowhow from a reputed company should not be given to 
another, even for high financial gains. We have not transferred technology 
till now and have remained a project engineering company. We have therefore 
not upgraded any technology. CB: What are the areas of projects of the 
chemical industry where you have made a significant contribution? VDS: Our 
contribution is significant in the following project areas of the chemical 
industry. Scaling up of data from laboratory to pilot plant. Paschim 
Petrochemicals obtained process knowhow from Indian Petrochemicals Ltd. for 
the manufacture of p-Diethyl benzene using the zeolite catalyst technology 
developed by in-house research on a laboratory scale of 15 gm. The 
successful commissioning of a 100 MT/year pilot plant at Baroda followed 
the designs for plug flow reactor. The reactor ...safety valve to attend to 
runaway reactions, very high temperature handling of Dowtherm vapours and 

selection of material to withstand high temperature, corrosion, etc. The 
importance of design cannot be overlooked even slightly, for a small 

mistake may lead to leakage or explosion. Therefore, design is a vital 
prerequisite in the chemical plant equipment... 

. . . Paints PPG, Petrochemicals, naphtha cracker, polypropylene, polyvinyl 
chloride and P-xylene plant of Reliance. Turnkey contractors for such 
large projects in turn recruit medium level consultants. Due to the concept 
of large-scale turnkey (LSTK) projects, medium level consultants are 
turning into manpower suppliers to LSTK contractors . Many industries are 
planning to handle projects with low risk factor or they prefer the 
contractor to share the risk. Secondly, in India, very few people qualify 
as LSTK contractors . L&T, Toyo and Technimont ICB are some of those who 
have bagged total jobs... 

. . . other consultants have started providing them engineering man hours in 
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contrast to earlier total consultancy services . A situation may emerge 
when consultancy organisations form consortiums of various companies to 
undertake large. . . 

...is enforced strictly, even the bulk drug industry may either close down 
or become labour contractors for the multinational companies. CB: You 
have recently commissioned the 12 crore polyurethane systems housein the 
past. Clients view selection of consultants with a magnifying glass 
even in the Middle East. It is not easy... 

. . . might also do some body shopping. Would you like to describe your 
experience in this area ? VDS : Yes. Our experience in body shopping is a 
very pleasant one. We have been successful in deputing about 70 engineers 
to Reliance Petroleum at Jamnagar, to work under the supervision of 
Bechtel or Reliance managers in various fields like civil, electrical, 
mechanical . . . 

... instrumentation etc. We are also now deputing our engineers to other 
consultancy companies and LSTK contractors . Our present strength of 
deputed engineers has gone up to 140 and we plan to. . . 

...with the existing orders on hand. For this, we are conducting interviews 
throughout India to select highly talented engineers from various 
petrochemical, refinery and fertiliser plants and give them adequate 
exposure to work for our clientele . We have good facilities in our 
office for CAD design, stress analysis, high-pressure vessel... 

. . .more than 800 engineers in diverse fields and are able to depute them to 
our clientele at short notice. Due to large-scale projects, large 
consultancy organisations would like our engineers to work in their 
office or at their construction sites under their overall supervision. 
Hence subcontracting of consultancy work is now curtailed and deputation 
of qualified talented engineers is on the increase. CB: What... 

... crores in the current financial year. We shall try to grow 50% every 
year and work towards that achievement by increasing our activity in body 
shopping of engineers to USA and. . . 

... together as a consortium in India and abroad.. Our future is bright and 
pleasant (smiles), work -wise and financial-returns-wise. After having 
trained about 100 engineers in one of the largest refineries in the world, 
Reliance Petroleum at Jamnagar, we have a valuable asset in our engineers 
who are in great demand at other refineries worldwide. These engineers form 
our strength and that gives us confidence for our future. 
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... orders , they have to take what's available. 'To source something 

innovative we need a lead time of at least eight weeks, ' says Jeffs. 

Alan Soloway, chairman of EMC Advertising Gifts, confirms that stress 
busters . . . 

. . .SPIRIT 

Christmas celebrations may be more glitzy in the capital but saying 
thank you to clients is a nationwide preoccupation. 

Sally Habergham, PR director at Sinclair Mason is well placed to... 
. . . there has never been any difference between them in the culture of 
giving, particularly as clients are scattered around the UK and overseas. 

These days, however, the question of gifts doesn. . . 

. . . spent on them straight to charity, avoiding the headache of coming up 
with fresh ideas. Clients are informed of the move via a special 
wrap-around on its quarterly newsletter and Habergham says they are happy 
with the decision. ' Clients are inundated with gifts they don't really 
want anyway. We do encourage account teams to take clients out for 
informal lunches, which is a better way of building relationships.' In 
Newcastle, Robson. . . 

...the event, but he maintains: 'It does us a huge amount of good with our 
clients , especially as they can bring their families.' Elaborately staged 
around a different theme each year... 

...Scotland, although nothing too ostentatious, according to Malcolm Brown, 
director of Carnegie PR. Carnegie's clients are so diverse, ranging from 
football clubs to house builders , that it would be impossible to offer a 
single gift, he says. And as most are in Scotland and have been with the 
agency for years, Brown knows the clients well and can pick gifts to 
match individual tastes. He also believes that Christmas gifts need to 
seen as a genuine thank you and not as an appeasement for faulty PR work . 
'It would be a foolish PR company that drops 40 Champagne bottles on to the 



... t going well. The best Christmas present in that case would be to get 
the work back on track. ' 

VOUCHER SCHEMES: APPEALING TO STAFF AND CLIENTS ALIKE 

For a PR firm that wants to pep up its staff with prizes or find 
Christmas gifts for clients , Kingfisher gift vouchers offer a solution. 

They come in denominations from pounds 1 to pounds 25 and can be used 
in any of the five retailers in the Kingfisher Group - B&Q, Comet, Music 
and Video Club(MVC), Superdrug and Woolworths . 

'A vast proportion of the annual pounds 650 million voucher market is 
sold in the run up to Christmas, because there are . . .Companies such as 
Cable and Wireless Communications and GKN Westland Aerospace have found the 
vouchers work as incentives because they leave individuals free to choose 
from over 150,000 items, and the companies don't have to get involved in 
their selection and handling. 

In January 1997 Cable and Wireless set up a scheme called Rev Up The 
Volume based on a scratch card mechanic which Lynda Timson, head of 
programme management, claims has dramatically improved sales. 

When staff hit targets they can select a predetermined number of 
scratch cards, all of which features a voucher reward from pounds 5 to 
pounds 500, or another prize. The scheme was spread across all companies 
within the group following a merger in April involving Videotron, Mercury 
and Bell Cable media, meaning that the scheme now covers 1,290 staff. The 
vouchers have proved popular, says Timson, 'and we have been relieved of 
the logistical nightmare associated with management and delivery 1 . 
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GKN Westland started using the vouchers in 1994 to reward staff who 
have helped make the firm run more efficiently. Continuous improvement 
co-ordinator Phil Gouge says the company simply hands out a pounds 10 
voucher to everyone whose idea is put into practice. 'We get the area 
manager to present the vouchers and discuss the ideas with staff at the 
same time, so that recipients do feel their contributions are being 
recognised. * More than 80 per cent of the 1500 strong workforce at the Isle 
of Wight site have had vouchers so far, and it is likely the scheme will be 
rolled out to other companies within the group. Gouge says: 'We used to 
hand out the usual clocks and pens as rewards, which worked well until 
everyone had a drawer ful. This way the choice is so much greater. ' 
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... up and be honest, and the truth be told, the number of dial-up 
individual clients is on the up, the" only problem being that it is a 
market that is extremely difficult to service and many a service 

provider will want to stay away from it. 

Problem with individuals The business of an Internet service 

provider (ISP) involves buying Internet bandwidth {from upstream 

providers such as the Posts and Telecommunications Corporation - PTC) in 
bulk and reselling it to end-users. Two business models make sense for the 
ISP: selling to many individual subscribers who use a bit of the service at 
a time or alternatively selling to a smaller number of corporate users who 
have dozens of users on their networks. The option of selling to corporates 
is a highly attractive one for a number of reasons . 

usually serve as the first line of support for the organisation, 
leaving the ISP's service staff to deal with only the difficult (and 
usually genuine) problems. Individual users will usually... 

. . . provide support not just on Internet-related issues but will phone in 
when their mouse, screen , keyboard or disk drive stops working and claim 
it is all due to the Internet. 

With the corporates, making changes and notifying the client base 
becomes an easy task , allowing dial-up numbers or addresses of servers 
needing to be changed to be held only by a select group of users who are 
familiar with how to make the changes and who are... 

... have failed to install. In one classic case, a gentleman who had been 
using another service provider signed up and asked to be contacted at 
18:00 hours while at home with... 



...hours - at a cost of well over $800 - while the support person explained 
to the customer how to get into and save the different options. 

The customer saved himself $200-odd by setting himself up but the 
cost to the company was far much greater. 

Our list of customers to be terminated for non-payment consists of 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



more or less the same customers every month. Their excuses are almost 
always the same (I'll give them some credit though: they seem to have gone 
past the usual "cheque in the post" type of excuses!). The biggest 
offenders will insist they never received the invoice and therefore did not 
pay their subscription (which by the way is a fixed amount due on a fixed 
day of the month!) . 

Other popular excuses include my e-mail has not worked in months, or 
your server has been down for two weeks, yet our log clearly shows that 
they were connected onto our server for hours on end. 

Solutions In Zimbabwe, where the Internet market is, like in every 
other country in the world, growing but with the telephone infrastructure 
that forms the backbone of the industry stagnant, ISPs are likely to want 
to put their efforts into developing the easier-to-service corporate market 
place. In the long term, for the individual Internet access market to 
become viable, specialist ISPs that focus on this sector have to come up. 

The mom-and-pop home- based ISP in the USA caters for this market. 

Improved use of direct debit systems by banks will also make 
individual users attractive to ISPs. Until these changes take place, 
individual Internet access may be facing extinction in Zimbabwe. 

lAlex Marufu is managing director of PrimeNet Communications, a young 
and dynamic Internet service provider. He is formerly general manager of 
ICL Zimbabwe Limited and has been in the information technology industry 
for over 10 years. Marufu can be contacted on telephone numbers 
749239/65/78/84 This article and previous articles are available on the 
Internet at www.primenetzw.com Page 15 Cabinet divided over Boka ' s 
collapsed bank Some want govt to help beleaguered tycoon Others say doing 
so would bankrupt govt Staff Reporter PRESIDENT Robert Mu-gabe ' s Cabinet is 
divided over the collapse of black tycoon Roger Boka's United ...the court 
records which of the bills had been honoured upon maturity in the past few 
months . 

Samanga ' s request to UMB management to prepare a schedule showing 
the date when the bills were issued, their serial numbers, face values, 
maturity dates and current holders was ignored, the court records say. 

Parliament passes laws governing unit trusts Staff Reporter 
LEGISLATION to regulate the formation 
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. . . check. 

The electrical cost index includes no change in labour costs over the 
past year. Electricians expected a pay increase from January, but union 
members refused to ratify the agreement put together by the union and the 
employers. A deal, raising electricians ' wages by 11.5% in two stages 
over the next 21 months, has now been. . . 

. . . stage came into effect on 30 March and increased the national rate for 
an approved electrician from GBP6.64 to GBP7.11 an hour. The second stage 
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comes into effect in January 1999. 

Plumbers have also agreed a two-stage wage deal, providing a 10% 
wage increase from May 1998 to August 1999. 

M&E tender price rises have, in most areas, matched those of 
building work over the past year. Competition remains tight on small 
contracts, but many larger contractors say they have already secured most 
of their workload for this year. 

Many M&E. . . 

... such as air-conditioning units, are imported and the strength of 
sterling will work in clients * favour. But labour rates are rising 
steeply, and with margins improving, M&E tender prices... 

. . . movement in wage rates for both self -and directly employed labour and 
staff, and discounts contractors can get from materials manufacturers and 
subcontractors. It also registers plant costs, and changes in overheads and 
profits . 

Building cost index 

The BCI measures the notional movement in contractors ' labour and 
materials costs. It is compiled from nationally agreed labour rates and 
manufacturers' or merchants' list prices for materials as published by the 
Office for National Statistics. 

Mechanical cost index 

The MCI is also a notional index. Similar to the building cost index, 
the labour rates are based on those agreed by the JCCHVDEI, the mechanical 
industry's wage body. Materials prices are based on ONS data. 

Electrical cost index 

Like the building and mechanical cost indices, the ECI is a notional 
index compiled from materials data from the ONS and labour costs agreed by 
the electrical industry's wage body, the JIBECI . 

(TB) INDICES 1993 1994 Tender price index Max 242 233 239 239 247 266 
256 Min Inflation year on year (%) Max -2.4 -3.3 2.6 5.3 2.1 14.2 7.1 Min 
Building cost index 371 373 374 376 379 385 388 Inflation year on year (%) 
2.5 1.6 1.6 1.6 2.2 3.2 3.7 Mechanical cost index 334 336 338 341 342 345 
350 Inflation year on year (%) 2.8 3.1 2.7 2.4 2.4 2.7 3.6 Electrical cost 
index 377 378 378 380 381 383 389 Inflation year on year (%) 2.4 2.7 2.2 
1.9 1.1 1.3 2.9 Retail price index 353 354 356 356 362 363 365 Inflation 
year on year {%) 1.1 1.4 1.7 2.3 2.5 2.5 2.5 INDICES 1995 1996 Tender price 
index Max 258 265 266 270 265 262 270 270 Min Inflation year on year (%) 
Max 7.9 7.3 0.0 5.5 2.7 -1.1 1.5 0.0 Min Building cost index 392 397 407 
407 407 408 414 414 Inflation year on year (%) 4.3 4.7 5.7 4.9 3.8 2.8 1.7 

1.7 Mechanical cost index 357 358 360 365 364 361 357 359 Inflation year on 
year (%) 4.7 4.7 4.3 4.3 2.0 0.8 -0.8 -1.6 Electrical cost index 397 397 
398 399 407 404 401 402 Inflation year on year (%) 4.5 4.2 3.9 2.6 2.5 1.8 
0.8 0.8 Retail price index 368 375 376 376 378 383 384 386 Inflation year 
on year (%) 3.4 3.6 3.6 3.0 2.7 2.1 2.1 2.7 INDICES 1997 1998 Tender price 
index Max 275 287 284 287 304* 310 319 325 Min 306 313 317 Inflation year 
on year (%) Max 3.8 9.5 5.2 6.3 10.5* 8.0 12.3 13.2 Min 6.6 10.2 10.5 
Building cost index 416 417 423 429 429* 431 450 452 Inflation year on year 
(%) 2.2 2.2 2.2 3.6 3.1* 3.4 6.4 5.4 Mechanical cost index 361 356 357 363 
366* 368 375 381 Inflation year on year (%) -0.8 -1.4 0.0 1.1 1.4* 3.4 5.0 
5.0 Electrical cost index 411 411 411 411 411* 427 428 429 Inflation year 
on year (%) 1.0 1.7 2.5 2.2 0.0* 3.9 4.1 4.4 Retail price index 389 394 397 
401 402* 407 408 411 Inflation year on year (%) 2.9 2.9 3.4 3.9 3.3* 3.3 

2.8 2.5 INDICES 1999 2000 Tender price index Max 332 339 348 355 362 Min 
322 327 333 338 342 Inflation year on year (%) Max 9.2 9.4 9.1 9.2 9.0 Min 

5.9 6.9 6.4 6.6 6.2 Building cost index 455 479 482 484 Inflation year on 
year (%) 5.8 5.6 6.4 6.6 6.6 Mechanical cost index 3 84 ...working at 
virtually full capacity 

Tenderers have become noticeably more selective, particularly in 
regard to small complex projects 
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Requests for extensions to tender periods are common, particularly 
for schemes involving contractor's design 

Full bills of quantities or design and build are the preferred 
procurement routes for contractors 

- Overheads and profit levels are still modest 

There is still considerable pressure on materials suppliers and 
trade subcontractors to maintain stable price levels 

Bricklayers, plumbers and steel fixers are in short supply and are 
commanding premium rates 

90% of works are sub-let - only key craftsmen remain directly 

employed 

Lead times for fabricated steelwork and curtain walling are 
beginning to lengthen; steelwork prices on small projects have escalated 

- M&E prices are up 5-8% in the past year; electrical prices are 
increasing at a faster rate than mechanical 

- Tender prices forecast to rise by 7% over the next year. 
NORTH 

- New work output increased only 1% (at current prices) in 1997 
(compared with 7% nationally) but was 24% higher than in 1995 (12% 
nationally) 

- New housebuilding grew significantly last year, with output 41% 
higher than in 1995 (23% nationally) 

Some 64% of building contractors are now working at near full 

capacity 

But the current market is seen as flat, with optimism beginning to 

wane 

- Prices remain competitive and margins low 

Some contractors are still prepared to "hone" a tender with 
"directors* adjustments" 

- Shortages of bricklayers has caused their rates to increase recently 
from GBP140 a thousand bricks to GBP160 - Tender prices forecast to rise 6% 
over the next year. 
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The loyalty ripple effect Appreciating the full value of customers 

Gremler, Dwayne D; Brown, Stephen W 

International Journal of Service Industry Management vl0n3 PP: 271 1999 
ISSN: 0956-4233 JRNL CODE: SIM 
WORD COUNT: 93 04 

...TEXT: identifiable. In particular, the number of recommendations made 
tends to increase significantly with age. The fewest recommendations in 
the bank sample were from customers between 19 and 34 (with 3.43 
recommendations . . . 

. . .mentioned earlier in the paper, personal recommendations are often very 
influential in customers' selection of service providers . The use of 
such recommendations has been particularly prevalent in the contexts 
investigated in the. . . 

...and Kenny, 1990; Stern and Gould, 1988). In both contexts, most of these 
studies identify customer recommendations as the key factor in selecting 

a provider. Thus, not only is it important that customers are spreading 
the word but - perhaps more importantly - potential customers greatly 
value such information. 

Use of a single recommendation. Not only is a personal recommendation a 
major influence in making service provider decisions, in many service 
contexts it may be the only source of information considered. Indeed, 
researchers have found a single recommendation - the only source of 
information obtained - is often sufficient to convince a person to try a 
particular provider (Glassman and Glassman, 1981; Gremler, 1994; Price and 
Feick, 1984; Reingen, 1987; Stewart et al . , 1989; Swartz and Stephens, 
1983). Perhaps the major reason for such influence is that loyal customers 
are perceived as veterans who can paint an accurate picture of the service 
delivered by the provider to a potential customer {cf. Reichheld, 1996). 
Services are often hard to evaluate, so those receiving a recommendation 
may consider the recommender ' s experience with a service provider to be a 
vicarious experience (Day and Barksdale, 1992; Dubinsky and Levy, 1981) or 
a vicarious trial (Wilkie, 1986). That is, for services, the recommender ' s 
evaluations may 
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The Internet marketplace or just a shop window? 

Tyler, Geoff 

Management Accounting-London v77nl PP: 59-60 Jan 1999 
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WORD COUNT: 217 3 

...TEXT: Payment Systems, 'there is a requirement for high security 
certification authorities which are handling relatively few requests 
for certificates, mainly from other authorities. An example may be Visa or 
Mastercard, who may. . . 
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...of member banks... A bank may wish to offer an internet banking service 
to a selection of its customers . . . The global CA must perform all 
cryptographic processing in hardware and high levels of trust must be 
achieved between the various entities.' 

Racal agrees that certification authorities need to create interauthority 
links such that, for general uses, digital signatures can be, as it were, 
cross-verified between schemes. But some organisations are still expected 
to issue digital signatures for specific trading uses, such as Ganley's 
internet banking example, and nothing else. 

Also relevant here is the recent proliferation of e-commerce payment 
software. WorldPay, Cybercash, Cable & Wireless (Web-Commerce II) and 
others are systems designed to automate much of the invoicing, statement, 
payment and currency conversion activity associated with an internet 
business transaction. Digital signatures will play an important role in 
further enhancing the services such companies can offer. 

The main problem is liability. If a digital signature does get used by a 
thief -perhaps its owner ignored Skevington's advice and stored it on a 
stolen PC's hard disk-is liability borne by the front organisation which 
issued it, the certification authority running the scheme, the trading 
company involved in the fraud, or the user? 

Once digital signatures do materialise, and hopefully by 
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A survey of tendering practices in the Australian construction industry 

Fayek, Aminah; Young, David M; Duf field, Colin F 

Engineering Management Journal: EMJ vl0n4 PP : 29-34 Dec 1998 
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. . .TEXT: The number of competitors may have a large influence on the 
decision to bid; a smaller number of competitors usually leads to a 
greater incentive to bid with a competitive price. 

Australian contractors do not have... 

...since even public (government) organizations reveal only the winning bid 
price (Fayek, 1996) . Discussions with client organizations revealed that 
tenders are not always assessed in terms of a single bottom-line. . . 

...the lowest bidder (Fayek, 1996). In some cases, particularly in the case 
of private sector clients and on negotiated contracts, the following 
non-price considerations may be important: proposed construction methods... 
...s ability to resource and complete the project with minimal costs and 
disruption to the client ; contractor's financial capacity; contractor's 
management structure and management cost; quality of the proposed. . . 

...tools used in making both the decision to bid and the margin-size 
decision. Most contractors do not use any statistical or mathematical 
techniques in making bidding decisions. Competition and profitability... 

...in the margin-size decision. 



JMB 



31-Mar-06 



EIC 3600 
Future work 



Dialog Search 



This survey profiles tendering practices of civil engineering contractors 
operating in Australia. However, generalizing to the population of 
contractors requires a more representative sample of the Australian civil 
engineering construction industry. Classification of civil engineering 
construction contractors into small, medium, and large categories needs 
to be established. This classification could be based. . . 

. . .must be determined, and a list of these companies compiled. Companies 
should then be randomly selected to obtain a representative sample. 
Conclusions 

The first conclusion that can be drawn from this... 

...competition is almost always done informally, and very little competitor 
data is made available by clients . These results are similar to those of 
previous surveys in other countries. The only significant factor relating 
to the competition that is considered in setting margin is the number of 
competitors for the project. Thus, margin-setting strategies that are based 
on historical competitor data would not be useful in the Australian 
construction industry, due to their historical data requirements and their 
exclusive focus on the competition's behavior. 

The second conclusion is that other objectives in tendering exist besides 
winning the project. As a result, margin size may vary from a minimum value 
to a maximum value. Margin-setting strategies that assume that the 
contractor's sole objective is to win the project therefore only consider 
one of the possible scenarios in tendering. 

The third conclusion is that most of the time, effort, and decision-making 
is directed towards estimating the direct costs, in formulating the 
construction methodology and design alternatives, and in assessing the 
project's risks and opportunities. Margin setting (i.e. corporate overhead 
and profit) is usually done in the final few hours prior to tender 
submission with little or no formal methods of analysis. As a result, any 
margin setting model that would be useful to the construction industry must 
be quick and easy to use, without requiring extensive data, time, or 
effort. A model that requires any more time or effort than is currently 
being used would not be accepted by the construction industry. 

Finally, this survey makes two important contributions. Firstly, it 
identifies common tendering practices found in the Australian civil 
engineering construction industry. Its findings are useful to construction 
industry practitioners in formulating their tendering strategies, since 
they provide insight into common industry practices. These findings are 
also useful to researchers in developing more effective and realistic 
competitive tendering strategy models that suit the actual practices of 
construction contractors. Secondly, the survey methodology provides a good 
model for collecting subjective data. The approach used yielded a high 
success rate and good quality, accurate data. 
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Small business loans, small banks and a big change in technology called 
credit scoring 

Feldman, Ron 

Federal Reserve Bank of Minneapolis: The Region vlln3 PP: 18-24 Sep 1997 
ISSN: 1045-3369 JRNL CODE: FRM 
WORD COUNT: 4415 

...TEXT: competition. A greater number of lenders competing for the current 
borrowers of small banks could lead small lenders to earn less than 
they would have otherwise on the small business loans they make. In 
particular, the lower cost providers could undercut the smaller lenders on 
credit extensions to the higher quality borrowers. By analogy, Wal-Mart 
could provide standard, brand name products at better prices than the local 
competition . 

The credit scoring approach could also increase the number of competitors 
for small business borrowers by making it more feasible to sell groups of 
small business loans to investors. Investors have been reluctant to buy 
pools of small business loans because the variety of loan structures, 
underwriting and documentation makes it difficult to judge the pool's 
expected cash flows. Lenders may try to eliminate these differences in 
order to take advantage of the efficiencies offered by an automated 
underwriting and origination system. Investors ranging from pensions to 
individuals should willingly fund small business loans if they can buy 
interests in pools of homogenous small business loans with predictable cash 
flows. Small banks would then have to compete with international capital 
markets for small business lending. Discussion on some additional 
developments in the packaging and sale, or securitization, of small 
business loans can be found on page 25. 

Of course, no one can guarantee the success of small business credit 
scoring even if many banks move to these systems. Initial response rates to 
preapproved loan mailings have been quite low. It will take time before 
large banks make the most effective use of the new technology. In the 
interim, large banks face the often difficult and costly task of moving 
from an existing to a new lending process. And, new technologies always 
face the chance that they will perform much less satisfactorily than 
expected. The scoring systems may not predict loan outcomes as reliably as 
hoped, and banks may draw incorrect inferences from the information the 
systems provide. 

Yet, there are some signs that big banks ...banks, like that of smaller 
retailers facing Wal-Mart, depends on the behavior of local consumers and 
of the banks themselves. Local banks could ignore the potential threat and 
rely on the loyalty of existing customers . Such a strategy offers real 
risk in price-conscious times. Small banks could also try... 

...the relatively limited number of businesses that community banks can 
serve and their inability to match the cost efficiencies, investment 
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capabilities and supporting products offered by larger banks could limit 
the success of this option. 

Small banks may have better luck by emphasizing and improving their 
traditional strengths of personal service and flexibility with borrowers. 
Communicating with their lender via mail and phone will not meet the needs 
of some borrowers . These borrowers will pay more for personal contact and 
advice offered by the small local bank. Moreover, some borrowers will want 
terms and conditions outside the standard contract offered by the large 
banks. In addition, lenders may not feel comfortable credit scoring the 
applications of certain firms on which reliable repayment data is not 
available. Smaller banks could compete for these non-conforming borrowers. 
The number of small business borrowers not eligible or not interested in 
the credit scored products will determine the success of these strategies. 
No one knows the fate of the small business lender facing the new 
competition. But, we do know that full competition in lending makes it more 
likely that small firms can regularly access credit in the most effective 
manner. Surely the growth of one set of service providers at the expense of 
another can severely hurt specific lenders and individuals. Ultimately, 
however, ensuring that consumers are best served by efficient credit 
markets is more important than retaining a particular institutional form to 
lend to small firms, whether it be banks, finance companies or a completely 
new type of lender. 

Where do communities fit into this consumer-oriented framework? One 
intangible of community commercial life has been the relationship between 
the local banker and the local small business. The new lending paradigm 
would cut that cord. Furthermore, it is possible that while individual 
firms consider their own costs and benefits when reviewing a loan offer, 
they do not account for the costs created when the larger community life 
that they favor is negatively impacted by their borrowing decision. As a 
practical matter, communities cannot prevent local firms from accessing 
outside-of -the -community sources of credit. Small towns cannot zone an 
offer from American Express to a small firm out of bounds as some were able 
to restrict the development of Wal-Mart stores. Those that believe the 
community impact should, but does not, affect decisions made by individual 
firms are left with the task of providing information such that these 
alleged costs are considered when small firms look for financing. 

There have been at least three developments in small business 
securitization, in addition to the rise of credit scoring since The Region 
Last Looked at the issue (see "WiLl the Securitization Revolution Spread?" 
September 1995) . First, the amount of smaLL business loans that have been 
securitized has nearLy doubLed since fall 1995. WhiLe no exact numbers were 
available, it appeared that Less than $900 miLlion in small business loans 
had ever been securitized at that time. An equally rough update suggests 
that about $2 billion in small business Loans have now been securitized. 
This figure remains smalL when compared with the roughly $17 5 billion in 
commerciaL and industrial loans under $1 milLion outstanding as of June 
1996. SierraWest Bancorp of Truckee, CaLif., carried out a particuLarLy 
noteworthy transaction being the first bank to securitize the unguaranteed 
portion of so-called 7(a) loans, which receive a partial guarantee from the 
U.S. SmaLL Business Administration (SBA) . 

Second, Congress made the SierraWest transaction possible by passing 
Legislation in 1996 that forbid the securitization of the unguaranteed 
parts of SBA Loans after March 31, 1997, unless the SBA 
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Case management at work for SSA disability beneficiaries: Process results 
of the Project NetWork return-to-work demonstration 

Leiter, Valerie; Wood, Michelle L; Bell, Stephen H 
Social Security Bulletin v60nl PP: 29-48 1997 
ISSN: 0037-7910 JRNL CODE: SSB 
WORD COUNT: 13 512 

...TEXT: to solicit approximately 200,000 individuals for project 
participation. 

In 1992, Abt Associates Inc. was selected by SSA to conduct the 
evaluation of Project NetWork. A full description of the evaluation. . . 

...work services and job placements, and ongoing counseling and monitoring. 
The fourth model used a less intensive approach in which referral 
managers tried to locate case management and other services within the 
community, connecting clients to existing providers and funding services 
with support from other sources wherever possible. 

The fourthe Private Contractor Model. The final case-management model, 
the VR Outstationing Model, featured State Vocational Rehabilitation Agency 
case managers out-stationed in local SSA offices, again under contract with 
SSA. 

Each of the four models was operated in two sites: Dallas and Forth Worth 
(SSA Case Manager Model); Minneapolis, and Phoenix-Las Vegas (Private 
Contractor Model) ; 

Richmond, Virginia, and the State of New Hampshire (VR Outstationing 
Model); 

Tampa, Florida, and Spokane, Washington-Coeur d'Alene, Idaho (SSA Referral 
Manager Model) . 

The Process Analysis 

The analysis presented in this article comes from the process study 
component of the Project NetWork evaluation. The process study documented 
the implementation and operations of demonstration procedures in each site, 
highlighting operational differences among the four treatment models. It 
also documented the nature of the case-management process and the 
individuals who participated. This information can be used to assess the 
operational feasibility of the various program approaches tested and to 
address the policy questions listed earlier. 

The success of the four treatment models-as measured by improvements in 
earnings and employment and lower levels of disability benefit receipt 
compared with the control groupwill be explored in the impact analysis 
component of the evaluation, to be completed in early 1998. The distinctive 
characteristics of each model that are assessed here in operational terms 
will also be used as contextual information for interpreting the impact 
estimates. 

A full report on the process analysis was completed in September 1996.2 The 
current document summarizes its key findings, focusing on the nature of the 
case/referral services offered to demonstration participants and the 
progress of individual participants through the case-management process. 
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(37 percent) were slightly more likely than clients in Tampa (29 percent) 
to have received at least one purchased service. In particular, they were 
more likely to receive purchased training (many times this was a cost that 
was shared between Project NetWork and the State VR agency) and help with 
work expenses . 

We also examined the baseline characteristics of individuals who received 
purchased rehabilitation services and compared them with those who did not 
receive such services (data not shown) . We found received purchased 
services were younger, more highly educated, more likely to have 
neurological or mental illness disabilities and were less likely to be a 
new SSI applicant than those who did not receive purchased services. 

Training 

Only 13 percent of all treatment group members received any type of 
purchased training (see table 3) . Eleven percent of all clients entered 
vocational training programs, and 5 percent entered educational programs 
(data not shown) . Most clients who received educational training took a few 
courses at a local community college or finished a partially completed 
degree. A very small number of clients received "other" types of training 
that helped them develop independent living or cognitive skills. 

There are several reasons why relatively few clients received training. 
According to the managers, many clients did not need training to attain 
their vocational goals. Also, specialized training was not always available 
in the communities served by the demonstration. Finally, the demonstration 
was not designed to provide long-term training. 

Financial Support Services 

Project NetWork assisted some clients with living expenses, work-related 
expenses, and transportation. Overall, 19 percent of all clients received 
transportation support (see table 3). Typically, clients were 



14/3, K/6 (Item 6 from file: 15) 

DIALOG (R) File 15 : ABI / Inform (R) 

(c) 2006 ProQuest Inf o&Learning . All rts . reserv. 

01422017 00-73004 

Before the service encounter 

Brown, Tom J 

Marketing Health Services vl7nl PP: 18-27 Spring 1997 
ISSN: 0737-3252 JRNL CODE: JHC 
WORD COUNT: 5322 

...TEXT: facilities when specialized care is necessary. Although 
researchers have examined the referral process from the service provider 
's perspective (e.g., how referral networks develop, factors that influence 
the choice of a target provider) , few have examined service referrals 
from the patient's point of view. 

This is an important omission because the patient... 

. . .however, researchers have directed little attention to service referral 
factors and how they may influence consumer reactions to the service 
encounter independently of the actual service provided. 

In 1994, I examined. . . 

...perceived service quality for endodontists . The degree of choice 
perceived by the patient in the selection of an endodontist, the amount 
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of information provided by the referring dentist about the forthcoming... 

...being referred to another provider. Thus, patient responses to a service 
encounter with a target service provider are a function of more than 
just the actual performance of the target provider. Consequently... 

. . .quality in various contexts as well as on the relationship between 
service quality and satisfaction. Service providers have been 
admonished to identify areas where service shortcomings exist and then work 
to improve the actual level of service provided in these areas. 

However, an important distinction is necessary between the actual level of 
service provided and patient perceptions of that service. This distinction 
is critical because patients make decisions about future behaviors with 
respect to the service provider based on their perceptions of the quality 
of service provided, not on some objective measure of actual service 
quality. Though the actual service provided will be the most important 
influence on patient perceptions of performance, in practice, other 
factors-including the referral process-also affect patient perceptions of 
service performance. Accordingly, the optimal management of perceived 
service quality involves attending to the actual quality of the service 
provided and to factors that can influence patient perceptions of that 
service . 

Researchers have already identified a number of situational variables that 
can influence consumer perceptions of service quality, including crowding, 
physical surroundings, ambience, and delays prior to service. Factors 
related to the referral process differ from these situational factors, 
however, in that the referral factors take place outside the context of the 
provision of service, usually well in advance of the actual service 
encounter. As such, they are "pre-loaded" into the patient when he or she 
arrives to receive service. 

SERVICE REFERRAL MODE1 

Exhibit 1 on page 20 presents the research model to be tested, depicting 
the proposed influence of three service referral variables on perceived 
service quality, the situational influence of waiting time on perceived 
service quality, and, in turn, the influence of perceived service quality 
and cost on patients' behavioral intentions with respect to the target 
service provider. 

The model emphasizes the importance of several service referral variables 
that are out of the direct control of the target service provider, but 
nevertheless might influence patient perceptions of the actual service 
delivered by the target health care provider. Furthermore, it allows 
marketers to examine service referrals as part of a larger model of 
perceived service quality, thereby increasing the usefulness of the 
findings for target providers interested in improving perceived service 
quality. 

Research Propositions 

The following six propositions are summarized in the model: 

PI: Perceived choice in the selection of a target provider for referral 
will be positively associated with the perceived service quality provided 
by the target provider. 

P2 : The perceived amount of information offered by the refer ring provider 
will be positively associated with the perceived ser vice quality provided 
by the target provider. 
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This research considered only one 
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. . .TEXT: context of a service encounter, whether for the customer or the 
service provider, those first few words may lead to satisfactory or 
unsatisfactory perceptions of service quality. This paper presents a 
communications perspective on. . . 

. . .studies . 

Surprenant and Solomon (1987) define the service encounter as the dyadic 
interaction between a customer and service provider. This definition 
draws on their earlier work suggesting that service encounters are role 
performances (Solomon, Surprenant, Czepiel, & Gutman, 1985) in which both 
customers and service providers have roles to enact. This use of the term 
"service encounter" focuses... 

...of interpersonal interactions. 

The services literature recognizes the importance of personal interaction 
in creating satisfied customers (e.g., Crosby & Stephens, 1987; 
Parasuraman, Zeithaml, & Berry, 1985; Solomon et al . , 1985). The lack... 

...increases the value of the persons responsible for delivering them. In 
the eyes of the customer , the service worker is the company (Crosby, 
Evans, & Cowles, 1990). Under these conditions, the level... 

. . .will depend on how well the service worker can fulfil the service 
expectations of the customer . 

While these findings are descriptive and intuitive, there is currently no 
adequate theoretical perspective that informs the processes involved in 
initial encounters between service providers and customers . This 
problem is twofold. First, there is no guide for empirical research. 
Findings are disjointed. . . 

...is a lack of sufficient knowledge from which to advise organizations 
about how to train service providers regarding these initial 
communicative encounters . 

Communications theoristsl (e.g., Berger & Douglas, 1981; Clatterbuck, 1979; 
Gudykunst . . . 

...likely behaviors of the other person or persons in the situation so that 
one can select from his behavioral repertoire those alternative modes of 
behavior which are deemed most appropriate to... 
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...behavior of one's self and the other(s)" (pp. 123-124). Each time a 
customer approaches a service provider , uncertainty exists. Service 
system design provides an opportunity to include provisions to account for 
the appropriate approach to uncertainty reduction in each transaction 
context . 

In this paper, I examined this initial interaction of the service encounter 
from a new perspective provided by uncertainty reduction (UCR) theory. A 
communications perspective that informs our consideration of the initial 
interaction of the service encounter was reviewed. Then, a model is 
proposed that integrates these perspectives. The model includes 
propositions that may be tested in order to increase our understanding of 
the treatment of uncertainty in the context of the service encounter. 
Finally, implications for service system designers, for services 
management, and for future research will be discussed. 

A Communications Perspective 

Berger and Calabrese (1975) provided a theoretical perspective for dealing 
with the initial entry state of interpersonal interactions that has come to 
be known as uncertainty reduction (UCR) theory. Their seven axioms and 21 
theorems have been tested and extended by numerous researchers (e.g., 
Berger, 1979, 1987; Berger & Bradac, 1982; Berger & Douglas, 1981; 
Clatterbuck, 1979; Douglas, 1984, 1987, 1990; Gudykunst, 1985; Honeycutt, 
1990; Sunnafrank, 1983, 1986) . Three findings of these studies, in 
particular, relate to aspects of the service encounter and are briefly 
summarized here. 

First, during initial interactions, uncertainty reduction is expected to 
enhance individuals' perceived ability to forecast future relational 
outcomes. Important initial behaviors and decisions are presumed to follow 
from the values of these forecasted outcomes. 

Second, expectancies, prior beliefs, and the structure of interactions with 
others (how they respond to us and we to them) should affect the outcome of 
the interaction. Preinteraction expectancies and the structure of 
interaction should therefore affect the judgments we make about others. 

Finally, the task of interacting with a stranger, in any context, who in 
theory can behave and believe in a very large number of alternative ways 
and whose actions and beliefs remain to be explained, presents interactants 
with complex predictive and explanatory problems. These interactants, these 
communicators, seek to reduce their uncertainties about their environments 
so that they can respond to these environments in ways that will assure 
goal achievement, whether the goal is interpersonal or transactional in 
nature. 

In sum, uncertainty reduction theory does address issues that are important 
to the initial interaction and subsequent conduct of the service encounter. 
Let us now examine certain of these issues in the context of the service 
encounter . 

Uncertainty in a Service Encounter 

A service encounter consists of several exchanges of communication elements 
between the service provider and the customer which establish that the 
service encounter will proceed according to mutual expectations or will be 
terminated as inappropriate at this time. One element of each service 
encounter is uncertainty. Uncertainty exists for both the customer and for 
the service provider. Uncertainty reduction theory would suggest that we 
ask a series of questions in order to better understand the role of 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



uncertainty and uncertainty reduction in the service encounter. The 
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...TEXT: common among these enterprises, and they had changed less since 
1989 than had connections with customers . As Table 3 shows, in six cases 
supplies from the most significant contractor were provided. . . 

. . .did buy from stock and three awarded contracts on a one-off basis for 
these contractors . Only one of the ten enterprises had changed suppliers 
significantly since 1989, the one which had been liquidated in 1991, mostly 
from domestic firms to Far Eastern ones. Three claimed they had hardly 
changed any suppliers and the rest reported only minor changes, mostly to 
volume levels. This continuity was reflected in managers' perceptions of 
how they assessed the reliability of suppliers. In six cases it was ... 
dependent on their orders, particularly domestic ones. 
The high level of supplier dependence did not lead to customer 
opportunism, at least according to these customers . Four claimed that 
if alternative suppliers offered inputs that were either cheaper or 
performed better, they would work with existing suppliers to match the 
new offer within one year, while a further five said they would give 
existing suppliers six months to match the new offer. Only one firm said 
they would switch orders to the new supplier... 

...who were domestic suppliers. In none of the four cases did these 
suppliers report much customer opportunism or frequent seeking of 
quotations from other suppliers for repeat orders. Finally, only two... 

. . .that they were actively seeking new suppliers, with another claiming a 
limited search for alternative contractors . The remaining seven were not 
looking for new suppliers at all, although several had been approached by 
potential suppliers. On the whole, then, these ten firms displayed quite 
stable relations with their leading suppliers which, if not exactly 
'Japanese' in their mutual dependence and long-term commitment, were 
certainly more obligational than those common in Anglo-Saxon business 
cultures . 

Competitor Relations 

As might be expected from the generally large size of these enterprises and 
their historical dependence on state agencies, horizontal collaboration 
through formal organizations representing collective interests was rather 
weak. Although most of these large enterprises are involved in the 
activities of their Chambers of Commerce, they do not regard them as 
especially valuable organizations. Only one of these ten firms claimed that 
they obtained useful information or contacts from such membership and, in 
general, they regarded the Chamber of Commerce as 'not very efficient' in 
the words of a chemical company's CEO. Four of the ten enterprises belonged 
to the Industry Association of their sector, in Chemicals, Iron and Steel 
and Pharmaceuticals, and these mostly found such membership useful. 
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However, only two of them claimed that these associations were involved in 
joint lobbying of state agencies and only one - the smallest firm of the 
ten - said that wage rates were based on industry association negotiations. 
Given the importance of many of these enterprises in Hungary, and hence 
ability to obtain direct access to Ministries, it is not surprising that 
they did not rely much on such joint organizations. The second largest 
enterprise in this group did, however, claim that its Industry Association 
was important, perhaps because it was the dominant member. A fifth 
enterprise was a member of the European grouping of manufacturing firms in 
its sector, but did not play an active role in it. 
In contrast to this rather limited use of collective interest 
representation, however, most of these ten enterprises were involved in 
collaborative activities with their competitors, either within Hungary or 
abroad, as summarized in Table 4. Seven were currently engaged in joint 
production activities with domestic or foreign competitors and an eighth 
cooperated with foreign firms in the Russian market. In a number of cases, 
these competitors were also customers and/or suppliers so that considerable 
information exchange occurred between sub-units. Since licensing was an 
important means of acquiring technology and new products for some of these 
enterprises, they had had extensive connections with some foreign 
competitors for a considerable time. In four cases, this meant that they 
were reluctant to compete aggressively with leading competitors in Europe 
and North America, and, in general, these enterprises appeared to avoid 
direct confrontation with established Western firms. Whether this pattern 
will continue, as some Hungarian firms gain more experience of Western 
markets and achieve some success in them, remains to be seen. At the 
moment, they appear to play a largely collaborative and dependent role, as 
is shown by seven of the ten enterprises considered here which cooperated 
with competitors in export markets, albeit in an ad hoc rather than a 
systematically organized manner. 

(Table Omitted) 

Overall, then, these enterprises displayed a lower degree of horizontal 
cooperation and collaboration within sectors than that found in Japan and 
Germany (Hart 1992; Sako 1992; Lane 1995) but perhaps rather more than is 
common in the Anglo-Saxon economies. Given their size and, in many cases, 
dominance of their sectors in the domestic economy, their preference for 
direct negotiations with Ministries and state agencies is to be expected, 
just as their relative inexperience in direct competition with market 
leaders in Western countries and dependence on customers/competitors for 
licences and subcontracts makes some of them reluctant to pursue 
aggressively competitive strategies based on price and to prefer 
cooperative relationships. 

Discussion and Conclusions 

These results indicate that inter-firm relations in these ten large 
Hungarian enterprises were more collaborative than adversarial in a number 
of respects, particularly with regard to customer and supplier connections. 
While this was sometimes based on direct personal contacts between top 
managers, as in the case of one enterprise whose current top managers came 
from its two largest suppliers, a more general reason seems to be that many 
of these relationships are of long standing and have not been fundamentally 
disrupted by the transformations since 1989. Both because the Hungarian 
economy had been more open 
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What's your line? 
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. . .TEXT: design and support, for example) , but the majority supply "hosting 
capability"; that is, they maintain customers 1 Web pages on their 
computer systems. Maintenance can include anything from providing space for 
a . . . 

. . .Their design and development services range from providing a template of 
a generic page for customers to fill in, to designing a unique page from 
start to finish. 

Now that you . . . 

...store are a great source for names; and even the Yellow Pages likely 
contain a few leads . 

If you want a complete list of ISPs, you'll have to go to the... 

...to start is http://www .commerce.net: 80/directories /products/ isp, 
which breaks down Internet service providers by geographic area and has 
links to their sites. A third is http://www.thelist.com. This site, which 
lists ISPs alphabetically by country, is more user friendly but may not be 
as complete . 

Currently there are few hard-copy alternatives to the Web resources. Books 
about the Internet, like The Internet Yellow Pages (third edition), by 
Harley Hahn (Osborne McGraw-Hill, 1995, $29.95), may be helpful but are far 
from comprehensive. 

Once you have some names in hand, let the providers themselves take you to 
the next level. "The ISP needs to be part provider and part educator," says 
Tom Brett, of Wing. Net. The more people you talk to, the better equipped 
you'll be to select from your list the ISP that will work best for you. 

Author Affiliation: Vladimir Edelman ( vladimir_edelman @incmag.com) is an 
editor for Inc. Online. 
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. . .TEXT: in a bid to engineer a critical mass of users to provide a market 
for service providers on the system. 

Bon, still fresh in his post, already has plans in this area. As well as 
the usual genuflection in the direction of making FT a customer -driven 
organisation and reaffirming his commitment to Atlas (FT'S joint venture 
with the DBT. . . 
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...ADSL) technology schemes. Westell, perhaps the leading ADSL exponent, is 
now talking about how well- matched ADSL is for delivering high-speed WWW 
access for corporate users. Westell chief, Rob Faw. . . 

. . .a broad downstream pipe shunts mountains of data to the terminal in 
response to upstream requests that are just a few bytes long. 
Networks News 

Newbridge Networks announced its bid to promote the establishment of an 
open service creation environment, 
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...TEXT: wins. Cartiers win because they can reach many more prospects, 
publish marketing materials with much less cost and lead time, and 
cost-effectively create new products that can match individual customer 
needs more closely. 

Agents and brokers win because they have access to what is effectively the 
world's largest and most productive lead generation system. They spend 
less of their valuable time researching and selling and more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers, auto 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time they can conduct their 
own research, tailored to their individual needs, and comparisonshop for 
the precise coverage they need from the convenience of their home computers 
whenever they choose. 
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...TEXT: wins. Carriers win because they can reach many more prospects, 
publish marketing materials with much less cost and lead time, and 
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cost-effectively create new products that can match individual customer 
needs more closely. 

Agents and brokers win because they have access to what is effectively the 
world's largest and most productive lead generation system. They spend 
less of their valuable time researching and selling and more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers, auto 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time, they can conduct 
their own research, tailored to their individual needs, and comparison-shop 
for the precise coverage they need from the convenience of their home 
computers whenever they choose . 

Some Internet Terminology 

Hypertext: Words and phrases, highlighted to stand out from surrounding 
text (they usually appear as blue characters) . They are links to related 
materials on the same or other Websites. When the user points the mouse to 
the highlighted word and clicks on it, the related information is found and 
displayed. 

Browsers: Software programs that tie all the hypertext and graphics 
together in one place and reside in each user's personal computer or 
workstation. All Internet providers, such as American OnLine or CompuServe, 
have browser programs available with their service. Netscape and Microsoft 
have more user-capable browser software. 

Firewalls: Gateway computers programmed to block unwanted access to company 
programs from the Internet (e.g., hackers). 

Bastion servers: Computers that insulate the telecommunications traffic on 
the "public" side of the firewall from hackers. 

Darrell J. Ticehurst is a founder and presidnet of Strategic Concepts 
Corp., which recently launched InsWeb, a centralized insurance industry 
information and marketplace source on the Internet. 
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. . .TEXT: be expressed n a form which is appropriate to the level of 
expertise of the least experienced user. This can lead to the creation 
of extremely slow and stilted service dialogues. Another limitation of 
tone-dialling is that it's 12-item vocabulary (0-9, *, #) severely 
restricts what can be expressed. Numbers are easy and intuitive to express. 
However, any other vocabularies have to be explicitly mapped onto the 
available keys using arbitrary key mappings (press '1' for yes, '2' for no, 
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and so on) . There are practical limits to the number of choices which may 
be presented in a single utterance. 

Automatic speech recognition is widely heralded as the answer to the 
limitations of touch- tone penetration. But the real value of using words 
rather than tones is that words are meaningful. It is much harder to get 
confuse about the meaning of, for example, 'operator' (whose meaning 
remains constant) than the meaning of '1' which may mean different things 
in different services, or even in different dialogue contexts in the same 
service. Neither is speech recognition limited to a vocabulary of 12 items. 

Automated Services 

During the past few years, speech recognition technology has finally begun 
to be deployed in real world telecommunications applications. In 1989, Bell 
Northern Research began deploying 'automated alternate billing services' 
through local telephone companies in the US, with Ameritech being the 
first. The system simply rang customers, told them they had a collect call, 
and asked whether they would accept the call. Using a very small vocabulary 
(yes /no, plus some synonyms) , the system successfully completed about 95 
per cent of the calls that were candidates for automation. In 1992, AT&T 
introduced a service to automate the other end of the transaction, allowing 
customers to place collect calls, use a calling card, order a 
person-to-person call, or place bill-to- third-number calls. User trials 
were considered successful, not just from a technical standpoint, but also 
because customers were willing to use the service. By the end of 1993, it 
was estimated that over one billion telephone calls each year were being 
automated by this service. 

A key difference between the two systems is that the latter introduced 
'word-spotting' and 'barge in' technologies. Word-spotting allows key words 
to be recognized in the midst of additional acoustic material. Barge in 
(also known as talkover or echo cancellation) , allows users to speak and be 
recognized when the system is playing a message. Although the details of 
speech recognition approaches vary, the most successful have been generally 
based on statistical modelling techniques, the so-called Hidden Markov 
Modelling. One of the reasons for the success of this approach is that it 
is able to model the variations in pronunciation of words by extracting and 
statistically modelling features from a database of several thousand 
speakers. Most public network services applications require 
speaker- independent recognition of a wide variety of accents. The drawback 
of this approach is the very large amount of data that is needed for 
training each word in the required vocabulary. 

One of the most advanced systems currently in public use in Europe was 
introduced in 1994 by Telia TeleRespons in Sweden, to automate part of the 
directory enquiries task. TeleRespons receives around 60 million calls per 
year, with personnel representing 85 per cent of the total cost of 
operations. Telia's objective was to reduce these costs while at the same 
time improving job satisfaction for operators by removing repetitive tasks. 
All this had to be achieved without any negative impact on customers ' 
perception of the service. 

From the technical standpoint, speech recognition had to be highly robust 
since the service can be accessed by anybody throughout Sweden, including 
children and GSM users. Figure 1 describes the network services platform 
(NSP) that Telia TeleRespons chose automate the initial and final parts of 
the directory enquiries dialogue, (all figures omitted) 

The call is answered initially by the NSP 
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. . .TEXT: contacts and a personal responsibility for the output of their 
work. A strong professional identity leads them to prefer as few 
regulations and organizational impediments as possible, together with a 
minimum of administrative work. Although this... 

. . .multi-disciplinary teams of professionals, are more suited to complex 
and turbulent environments, where a client -oriented professional outlook 
is reguired--f or example, in management consulting in all its various forms 

. . .difficulties associated with these peculiarities, Bloom[2] has outlined 
seven problems that now face professional service providers , together 
with practical advice for avoiding their major pitfalls. These are outlined 
in Table I . . . 

. . .perceived as having experience and limited differentiability. (Table I 
omitted) The identification and satisfaction of customer requirements 
require a detailed consideration of these problems and the development of 
strategies to tackle. . . 

...employee, number of complaints or satisfaction scores can be developed. 
Advice is provided for the selection of these indicators and. the 
importance of understanding the actual reasons for measurement. 

In addition. . . 

. . .also suggest that the board of directors should lay down general process 
norms, such as client accessibility to professionals and courteous 
behaviour. To ensure that both quality and process norms are... 

. . .defined, they need to be communicated by middle management and enforced 
at the professional and client interaction levels. Ritsema and 
Broekuis[l] make the points that this communication process needs to be 
handled sensitively if the norms are to be accepted, and that they should 
not be described in terms of fixed procedures, but rather in 
loosely-defined scripts. 

For professional services, Epstein [3] details some of the commonly used 
performance measures, such as caseload, customer satisfaction, project 
management control and professional capacity, discussing their relevance 
and likely problems when used. He goes on to propose that productivity 
analysis should be based, not on a single measure, but on a basket of 
measures reflecting the needs of the organization, staff and customers. 

One 
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...TEXT: you would probably not receive any responsive documents. 

The next item on your list, the contractor 's bank account records, 
presents a different problem. Another requirement of document requests in 
discovery. . . 

...2) reasonably calculated to lead to the discovery of admissible 
evidence. In this case, the contractor 's finances are not an issue, and 
are therefore not relevant. Although it would certainly. . . 

. . .your list falls into a gray area. What do other contracts being 
performed by the contractor have to do with your client ' s case? They 
fall into the second test of relevancy- -documents which are reasonably 
calculated to lead to the discovery of admissible evidence. What if you can 
show that this contractor had 10 different contracts all pending at the 
same time! This would impact his ability to complete your client 's job 
and could help disprove his theory that it was your client 's actions 
which prevented him from performance. (Another, more hidden purpose in 
seeing these documents is that it would be advantageous to interview some 
of the contractor ! s other customers . Perhaps they are all as unhappy as 
your client , and would make excellent witnesses.) If the contractor 's 
attorney objects to this request as irrelevant, your attorney may be able 
to prevail . . . 

...idea what documents might be out there. You have the option of letting 
the opponent select the documents for you. This can be risky, but is 
sometimes necessary if your client is not sure of the basis for the 
opponent's claims. For example, in the above hypothetical scenario, the 
contractor has raised the affirmative defense of set-off. You have no idea 
what these set contractor to "put his money where his mouth is." If he 
cannot come up with any. . . 

. . .have a much higher comfort level with you if they have to trim off a 
few re<iuests than if they think you have forgotten something. In 
addition, discovery rules usually provide that if the opponent fails to 
respond to the production request timely, he or she waives all right to 
object. Then, even documents which could have been withheld due to an 
objectionable request would have to be produced. 

Knowing which documents to request from an opposing party is both a science 
and an art form. Skill will come with practice, so be patient with 
yourself. As your confidence and knowledge about which documents help which 
cases grows, you will be ready to tackle ever more demanding and rewarding 
projects. 

STACEY HUNT is a freelance paralegal in Fresno, CA, and has more than 11 
years of litigation experience. She is a paralegal instructor, active in 
her state and local associations and is co-author of Hot Docs and Smoking 
Guns: Managing Document Production and Document Organization (Clark 
Boardman Callaghan and Estrin Publishing) . 
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...TEXT: past five). Among the propitious signs: Boeing, which gets 57% of 
its revenues from foreign customers , just won the bidding for 35 new 737 
jetliners from the Scandinavian Airlines System (SAS... 

.. .yield) . With the Pentagon budget down 9% over the past three years, 
stocks of military contractors have been strafed. But the just-completed 
merger of Lockheed and Martin Marietta has created. . . 

...high. So for small-capitalization equities, we recommend sticking with 
mutual funds. In a MONEY screen , Wasatch Aggressive Equity emerged with 
one of the highest portfolio earnings growth rates (27%) among all funds 
whose holdings had a median market value of less than $3 00 million. 
Boasting an average annual return of 16.7%, ...cellular-phone service. "We 
are buying companies so small that there are no or very few analysts 
following them." says lead manager Sam Stewart, 52, who has headed the 
fund since its 1986 inception. "Thus we hope to get a big price boost when 
other analysts and investors get interested later." 

PLAYING FOR A DOUBLE ON DIVIDENDS 

STEADY DIVIDEND GROWTH CAN GIVE A similar booster shot to stocks; after 
all, investors bid up share prices in expectation of future 
returns—whether those returns come as income or capital gains. To spot 
companies strong enough to pump up their profits as well as their payouts, 
we consulted lead manager John Snyder of John Hancock Sovereign Investors 
Fund, which considers only stocks of companies that have raised dividends 
for 10 straight years . We then supplemented his two dynamic dividend 
favorites with an electric utility other pros tout as a possible 
two-bagger . 

Alco Standard (ASN; NYSE, $73.25; 1.4% yield). As the nation's largest 
independent distributor of business machines and paper for office and other 
uses. $8 billion Alco is riding the booming demand for fax machines and 
color copiers. Snyder sees earnings growing at least 16% a year over the 
next five years and projects annual dividend growth of about 13%. "This 
company generates tremendous cash flow, and it will pass some of it along 
to shareholders, ' he predicts. Alco recently was selling at 20 times its 
1995 estimated earnings, compared with about 15.2 for the S&P 500. But its 
projected earnings and dividend growth are both at least double those of 
the index. Snyder forecasts the stock will top $140 by 2000. 

Abbott Laboratories (ABT; NYSE, $36.50; 2.3% yield). Though pharmaceutical 
stocks have bounced back from their 1994 health-care-reform swoon, Snyder 
believes $9 billion Abbott remains undervalued in relation to its 
prospective earnings and dividend growth. In addition to new asthma and 
ulcer drugs expected to receive government approval this year, Abbott is 
bringing out new cost-efficient diagnostic equipment for hospitals and 
laboratories. Snyder and other analysts project Abbott's earnings growth at 
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13% a year over the next five years while dividends climb 12% annually. 
That combination should produce a double, Snyder believes, even if 
investors do not boost the price/earnings ratio above the recent 17.3 
level . 

CMS Energy (CMS; NYSE, $23.25; 3.6% yield). Utility analyst Barry Abramson 
of Prudential Securities believes $3.6 billion CMS, which supplies 
electricity and gas to southern Michigan outside Detroit, is a strong 
candidate to thrive in the increasingly competitive environment for 
utilities. CMS has a subsidiary that explores for oil and natural gas and 
markets the gas; the unit also invests in power plants in fast-growing 
countries such as India, the Philippines and Argentina. Such operations 
represent only 7% of revenues now. "But significant earnings growth from 
the nonutility side of the business gives CMS a better earnings outlook 
than any other stock we follow." says Abramson. He predicts that a 
combination of 5% yearly earnings growth plus dividend growth of 12% will 
propel the stock above $46 by 2000. 

GETTING A BIG BOUNCE FROM THE BRADY BUNCH 

ON WALL STREET, IT'S KNOWN AS THE Tequila effect--the hangover hammering 
many emerging markets in the aftermath of Mexico's peso devaluation 
debacle. But many overseas veterans believe panicky investors have driven 
some markets down too far. Over the next three to five years, Latin and 
Asian economies are projected to grow at an average 6%, inflation-adjusted 
rate--twice the average for developed economies. That superior performance, 
investment pros believe, will inevitably resuscitate many a battered market 
around the globe . 

Our three choices are all closed-end mutual funds. Such funds trade on an 
exchange like stocks, at prices that can be greater or less than their net 
asset values (NAVs) , depending upon investor demand. We like closed-ends 
because when bought at a discount, they can deliver double-barreled gains: 
Their NAVs can rise and the discounts can narrow or, better still, turn 
into premiums. To further improve the odds of a double, we've selected 
funds that concentrate their holdings primarily on a single region or type 
of security; that tight focus makes them both potentially more 
prof itable--and also dicier--than broader portfolios. (For a discussion of 
more widely diversified emerging market funds, see Fund Watch on page 61.) 
As our guide to the best opportunities in emerging markets, we chose global 
closed-end fund analyst Michael Porter, 39 of Smith Barney in New York 
City, one of the few to make a full-time specialty of international 
closed-end funds. In addition to presciently picking the Brazil fund for 
MONEY in 1991, Porter cited the Korea Fund as a three-year double in 
December 1993. After 15 months, it is up 33%, a third of the way to the 
goal . 

Scudder World Income Opportunities (SWI; NYSE, $11.25; 1% discount). Among 
the best shots for a double in emerging markets today, according to Porter, 
are Brady bonds issued by nations in Latin America, Eastern Europe, Asia 
and Africa. Named for former U.S. Treasury Secretary Nicholas Brady, who 
devised them as a way to ease the Third World's debt crisis, they offer 
several pluses. They are denominated in dollars, and thus immune to swings 
in exchange rates. Further, if the nation runs into interim economic 
problems, up to three semiannual 
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Contract manufacturing: It's a whole new world 
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...TEXT: Inc., Richardson. "We are concerned about the lack of 
compatibility between in-house and the contractors 1 processes. We are 
also concerned about costs . " 

Oddly enough, some companies cite costs as a reason for using contractors 
, while others cite costs as a reason to shy away from them. This indicates 
the importance of choosing the right contractor for the right 
manufacturing task. Customers who have experienced longer lead times, 
lower quality or higher costs have chosen the wrong contractor and are 
often gun-shy about trying it again. As the vice president of operations at 
Questronics Inc., Salt Lake City, says: "We don't use contractors because 
we have the in-house capability, and we had an unsatisfactory experience 
with a local contract manufacturer." 

Selecting a contractor can be a formidable task. Companies seeking 
these partners want to be large enough in comparison to the contractor so 
that their concerns are heard, yet not such a large part of the operations 
that the contractor could go out of business with demand fluctuations. A 
rough rule of thumb is to . . . 

...competitive. With after-tax profit margins averaging between 2 and 5 
percent for the industry, contractors fight to differentiate themselves 
on technology and services. "The role of the contract manufacturer is... 

. . .They are now providing higher levels of technical help and additional 
manufacturing services to the customer . Contract manufacturers continue 
to evolve into a full-service shop, keeping pace with increasing industry 

. . .contractor build and integrate all the components for a final product is 
more characteristic of customer companies in Europe and Japan, it is also 
a growing trend in North America. Both... 

...include materials planning and inventory management, purchasing 
capabilities, design for manuf acturability and testing. 

Because many customers ' products are shrinking in size, contractors can 
expect to be called on to provide more SMT/mixed- technology boards and 
almost double the number of boards with fine-pitch components { less than 
20 millimeters between leads ) by 1997. Although demand for tape-automated 
bonding technology will remain fairly stable (at less... 

...to use. By combining capacity with their obvious expertise in component 
manufacturing, they have attracted customers , particularly from within 
their own industry. However, OEMs may find it bard to match the 
efficiency of dedicated contract manufacturers and could wind up using the 
low-margin contract manufacturing as a loss leader to attract new 
customers for higher-priced ...are global capabilities, access to unique 
markets and full service." A spokesperson for the IBM contractor division 
in Charlotte, N.C., lists a host of distinguishing factors: "IBM. has the 
capability. . . 

. . .and customized offerings. " 

Distributors of electronic components are also entering this marketplace, 
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hoping to offer customers one-stop shopping and low-cost, readily 
available parts. Although most distributors are teaming up with established 
dedicated contractors to offer contract manufacturing services 
transparently, some are actually building their own contracting 
capabilities. For example, Wyle Laboratories, Irvine, Calif., has 
established its own contract manufacturing division, called Liberty 
Contract Services, in nearby Garden Grove. 

Together, OEMs and distributors represent only 15 percent of the current 
market, but by 1997 their market share is predicted to reach almost 
one- third. These companies can grow rapidly based on available capacity and 
expertise that is already in place. For example, Bull HN Information 
Systems Inc., Billerica, Mass., a computer systems company now offering 
contract manufacturing services, saw that business grow from zero revenues 
in 1992 to $70 million in 1993. 

But how do customers feel about this smorgasbord of contractors? Emotions 
run high for and against each type of contractor, indicating that there are 
many niches to fill. Most customers still prefer to work with the dedicated 
contractor, however. Because this is a supplier-customer partnership that 
relies heavily on trust, many customers are leery about the new OEMs and 
distributors, uncertain that these entrants will remain in the industry and 
give customers top priority. 

"I prefer the dedicated contractor," says a manager at Polaroid Corp., 
Newton, Mass. "With an OEM, you are in second place if the company's own 
manufacturing starts to pick up. With respect to distributors, it seems 
like they are just trying to throw stuff together to generate more 
distribution business." 

However, eager to gain a foothold in the market, the large OEMs are 
determined to prove their dedication to customers. And some customers are 
convinced. A manager at Apple Computer says, "I prefer the OEM contract 
manufacturer because we may want to use their technological capability." 
Indeed, technological capability and quality control are two of the main 
reasons customers cite for using OEM contractors. 

Customers who look to distributors to perform contract manufacturing 
generally place a high priority on securing low-cost components and 
efficient inventory control. A manager at Zenith Electronics Corp., 
Glenview, 111., says that distributors are the first-choice contractors for 
the company's operations because they "provide the best costs." 

Customers seeking contract manufacturers are faced with considerable 
choices: location, expertise, technology and type of contractor company to 
use— none of which can be taken lightly since the resulting long-term 
partnership will have a tremendous effect on the competitiveness of the 
customer company. Says the contracts manager at Norand Corp., Cedar Rapids, 
Iowa: "We use contract manufacturers as partners for the supply of key 
components such as PCB assemblies. They are part of our design team and 
'just-in-time' plans. Contract manufacturers are treated as a Norand 
facility; they are an extension of our in-house manufacturing." 

The contractor-customer relationship has changed dramatically in the last 
few years, from one of supplier and customer to that of strategic partner. 
Customers who use electronics contractors effectively will find substantial 
benefits in costs, avoidance of major capital investments and improvements 
in overall efficiency. This new kind of partnership requires streamlined 
communications between the two parties, bolstered with trust and long-term 
commitment . 
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Sandra J. Fox is vice president of Technology Forecasters Inc., Berkeley, 
Calif., a market research and consulting firm that specializes in the 
electronics and biotechnology industries. Technology Forecasters has been 
tracking the contract manufacturing industry for seven years. For more 
information about the report on which this article was based, which 
includes detailed interviews with 156 contract manufacturers and customers, 
contact Sandra Pox or Pamela Gordon at (510) 849-1995. 
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...TEXT: of relevance to operations and quality management: 

(1) Type of relationship existing between consumer and service provider 
. In a repeat or "membership" relationship, the quality emphasis is placed 
on keeping records about customer requirements, but with ad hoc 
relationships information gathering dominates . 

(2) Extent of customization and judgement... 

...service provision. Reduction of both of these can increase "economies of 
production" which can also lead to more, rather than less , customer 
satisfaction if the price is more important to the customer than a 
tailored service. Lovelock also argued that, if the service provider is 
required to exercise high levels of judgement in adapting the offering, 
anxieties can be raised in the consumer , and he advocates separating 
needs assessment (diagnosis) from implementation to overcome this. 

(3) The nature of demand relative to supply. This influences the selection 
of either "level capacity" or "chase capacity" strategies. 

CLASSIFICATION OF SERVICE OPERATIONS 

An important contribution to understanding service operations was made by 
Maister[39] who classified services according to where value is mainly 
added, either "back room" or "front office", and by the nature of the 
control system which is used; that is whether it is programmed or 
non-programmed (Table IV) . (Table IV omitted) This is obviously similar to 
manufacturing terminology and hence encourages consideration of approaches 
and techniques used in manufacturing. 

Schmenner [ 3 7 ] also used a two-way classification with a similar result (see 
Table V), but uses different, although possibly correlated dimensions. 
(Table V omitted) He used labour intensity and customization. Labour 
intensity was defined as a ratio of labour costs to capital equipment 
costs. The extent of customization of service was taken together with the 
degree of interaction for the second dimension. This presented some 
problems in classifying certain types of service, for example repairs, 
where customization is achieved despite minimal interaction. In most cases 
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this classification provided useful insights to the relative emphasis for 
operations management and quality control. Table VI reproduces those 
suggested by Schmenner. (Table VI omitted) He also argued that, to simplify 
and improve the nature of control, services will tend to evolve, taking up 
a position closer to a notional diagonal joining professional service to 
the service factory, and that services on the diagonal will move towards 
lower labour intensity, as a consequence of the introduction of technology, 
and towards lower customization if specialization develops. This migration 
towards the service factory does not, however, preclude new firms 
continuing to emerge, as service shops, mass services or professional 
services, to satisfy new demands for personal and customized service. 

Haywood- Farmer [40] drew on the Schmenner classification but separated three 
dimensions: labour intensity, customization, and the extent of contact and 
interaction between customer and service employee. Haywood- Farmer reverted 
to interpreting the latter as Chase's concept of "contact", meaning time in 
the system, rather than as interaction. He suggested that this scheme can 
be easily related to the established productivity improvement strategies of 
reducing labour, standardizing tasks, and standardizing output. He also, 
similarly to Schmenner, used the classification to recognize the methods of 
control which are appropriate to different positions on the 
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...TEXT: to exclude them. Moreover, referral and assessment activities had 
major resource implications, for instance, earlier referral could lead 
to less need for expensive long-term care. The model also enabled the 
researchers to evaluate the... 

...stakeholder interviews and from more general observation. Having 
identified the stakeholder groups, a sample was selected for interview 
which reflected the range, variation and use of services provided. All NHS 
managers . . . 

. . .with a range of professionals (nurses, social workers, occupational 
therapists, etc.). A sample of 50 clients was randomly selected from 
the referral lists of the previous 12 months and these were individually 
interviewed as well as their immediate informal carers and GPs . Attendance 
was also made at several meetings where aspects of the service were 
discussed. From the initial description of the service, a number of topics 
or issues were identified 
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. . .TEXT: truthful and nondeceptive) promotion, including the use of 
personal solicitation, comparative ads, testimonials and paying referral 
fees. The few remaining restrictions primarily concern the use of terms 
such as "CPA" or " MD 11 by individuals... 

...includes both fee information and service speed, since time is a real 
cost to many customers . The most varied category is expertise. Expertise 
includes the professional's area of specialization; certification... 

. . .all of them provide some type of contact information {Gray, 1989) . 

Other research has surveyed consumer attitudes toward professional 
services advertising. Many consumers believe that major media advertising 
helps them to select attorneys and accountants more intelligently (Hite and 
Bellizzi, 1986). Generally, consumers prefer attorney advertisements with 
more information. Consumer purchase intentions tend to increase when 
professional qualifications and other factual information is included in 
attorney ads (Dyer and ...1980). Additional copy information has been shown 
to increase the probability of retaining a professional service provider 

because the increased information tends to reduce the level of perceived 
purchase risk associated with this type of purchase (Crocker, 1986) . 

To determine what consumers might like to find in a Yellow Pages 
advertisement for attorneys and accountants we reviewed. . . 

...found no studies which specifically focussed on the Yellow Pages but, 
across other media types, consumers desire information on an attorney's 
expertise/ specialization, certification/education, quality and experience. 

Consumers also want price and availability information to help them to 
make their professional service selection . Small business owners and 
chief financial officers selecting an accountant want availability, 
expertise and cost information from advertisements (see Table III) . 
Collectively, we may conclude that availability, expertise and cost 
information are highly desired by both consumers and business people when 
employing advertisements during their attorney or accountant selection 
process . 

ATTORNEY AND ACCOUNTANT YELLOW PAGES ADVERTISING 

Generally, data measuring overall advertising strategy or specific Yellow 
Pages advertising strategy over particular time periods is publicly 
unavailable for both attorneys and accountants (Edwards, 1993; Hornsby, 
1992) . However, we know from previous work that service professionals are 
increasingly using advertising in the Yellow Pages. In 197 8, for example, 
53 per cent of attorneys who advertised utilized the Yellow Pages. By 1990, 
this figure had jumped to 90 per cent (Hornsby, 1992) . Professionals 
utilizing Yellow Pages advertisements believe them to render positive 
benefits to the firm. Over 65 percent of attorneys surveyed by the American 
Bar Association believe their Yellow Pages advertisements have increased 
revenues and have resulted in a cost-benefit to the firm (Hornsby, 1992) . 
Regardless of the size of the firm's advertisements, professionals are 
highly satisfied with the Yellow Pages as an advertising medium. More than 
50 percent of surveyed CPAs rely on Yellow Pages display advertisements as 
a major portion of their overall promotional strategy (Peacock et al . , 
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address (46 per cent) , specific services offered (34 percent) , years of 
experience (32 percent) , fee information (30 percent) , memberships/ 
professional affiliations (26 percent) and availability (18 percent) (see 
Table V) . (Table V omitted) 

Five of the top six most desired types of information were the same for 
both attorneys and accountants (address, special services, years of 
experience, fee information and availability) . The only major difference 
between the Yellow Pages information desired by consumers for these service 
providers was that educational background/certification was more important 
for attorneys, while memberships/professional affiliations were more 
important for accountants. The consistency of these findings gives a strong 
indication of the type of information helpful to consumers when using the 
Yellow Pages to contact these professional services. 

The survey results show that, generally, consumers want similar 
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...TEXT: keeps it moving toward settlement. The second item should include 
the areas of disagreement. The contractor 's time and cost proposal for 
each area should be discussed in enough detail so that both teams fully 
understand the contractor 's position. The agenda should then proceed to 
development of alternatives, alternative selection , and settlement. 

BASIS OF NEGOTIATION 

In settlement negotiations, traditional negotiators are advised to withhold 
all information concerning the owner 's independent time and cost 
analysis, as if revelation of such information gives the other... 

...estimate [3] . Team negotiators recognize that negotiations should be 
conducted on the basis of the owner 's independent time and cost estimate. 
Having previously clearly established the contractor 's position, the next 
logical step is to establish the owner 's position. No better way exits to 
accomplish this than to provide the owner 's independent estimate. The 
objective of joint-team negotiations is to remain positive in pursuit of 
the shared goal. Therefore, rather than attacking the contractor 's 
estimate or trying to drive down the contractor 's request, it is more 
positive to "build up' 1 the owner 's estimate. Once the owner 's estimate 
is put on the table and thoroughly discussed, the contractor ! s team 
focuses on adjusting the estimate on an objective and rational basis. 

DETAILED NEGOTIATIONS . . . 

...logical consequence of detailed negotiations. Detailed negotiations 
allow fuller understanding of the issues and are less likely to lead to 
later disagreement of what was, or was not, included in the settlement. 
Bottom-line negotiations are more likely to lead to a later dispute if 
other things do not go well. 
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EMOTIONS 

Traditional negotiators do not hesitate to use emotions as a ploy during 
negotiations. The calculated use of emotional outbursts (including both 
anger and tears to create sympathy or empathy, the generation of fear, 
etc.) to gain an advantage is frequently discussed. Team negotiators strive 
to control their emotions as well as those of all team members on both 
sides. If an attack is made, it is deflected, and there is no 
counterattack, since that destroys joint teamwork and is less likely to 
result in achieving settlement. At all times, team negotiators should, as 
suggested by Ury in his recent book, Getting Past No: Negotiating with 
Difficult People [10], be prepared "to step to the other side." Team 
negotiators should conscientiously make an effort to understand what the 
other side is saying and why. You do not have to agree, but mutual 
understanding and respect are critical to team negotiations. 

REFRAMING AND BRIDGE BUILDING 

Traditional negotiators always reject and rebut all arguments from the 
other side, and rebuttal and counterattack are two of their main operating 
principles. Team negotiators, on the other hand, take another tactic from 
Ury; they do not reject positions asserted by the other side. Rather, they 
reframe them as attempts to deal with the problem. Questioning the position 
is more likely to lead to understanding and inventing options than direct 
rejection. Team negotiators build bridges to agreement by using the other 
team's ideas when identifying alternative solutions. Team negotiators 
concentrate on bringing the other side to their senses, not to their knees. 
They identify options that are mutually beneficial for both sides, and if 
these ideas are rejected, try to identify the cost of not reaching an 
agreement at the end of the negotiation. This is akin to the old adage of 
keeping your eye on the ball," with the ball here being the mutually-shared 
goal of reaching settlement. 

Team negotiators also do not fall prey to the "settle at any cost" 
syndrome, which is an internalized pressure that causes people to stop 
acting in an objective, rational manner, and causes teams to agree to 
anything simply in order to reach any agreement. Almost without fail, teams 
arriving at settlements under these circumstances sooner or later conclude 
that they lost the negotiation and tend to become bitter toward the other 
team and look forward to opportunities to "get even." 

RESPECT AND PERSONAL RELATIONSHIPS 

Traditional negotiators view the other side as the enemy. They strive to 
maintain a cool, formal relationship, holding each other at arm's length. 
After all, it is easier to maintain the enemy image if you do not like the 
other negotiator. Team negotiators make an effort to understand and respect 
the other negotiators and their interests and fully explore these interests 
openly and honestly. Team negotiators take a personal approach during the 
negotiation process. They view the other negotiator as a problem solver who 
is helping to solve a mutual problem. Team negotiators take time to get to 
know the people on the other side and seek to separate the people from the 
problem. They do not take offense when the other negotiators represents 
their side with all the skill and talent they possess. Team negotiation are 
soft on people, but hard on the problem; they recognize that the opposition 
is simply trying to do a good job. Team negotiators also recognize and 
accept the emotions of the other team as a natural part of the process 
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...TEXT: it into windows. Lead from outside, according to Lehne, is thought 
to contribute to at least 50 percent of the lead found inside 
lead-contaminated apartment units . 

The most effective remediation method for lead in soil is to have the soil 
hauled away. Burger used this method when lead was found on a property 
adjacent to a day-care playground. The operation involved taking out 18 
inches of soil and replacing it with fresh topsoil-. 

Unfortunately, hauling away lead-contaminated soil is often 

cost-prohibitive, especially if a lab determines that the soil is hazardous 
waste according to EPA standards. States Cali, "We just don't have enough 
hazardous waste dumps in the world to get rid of huge amounts of soil." In 
Illinois, says Cali, if soil is classified as hazardous waste, removing it 
costs between $250 and $500 per barrel. 

Putting in sod or other ground cover is also an option. While you do not 
rid the soil of lead this way, you at least make the lead inaccessible to 
children who play in the dirt and you prevent the lead from being tracked 
inside a building. 

CONCLUSION 

Lead-based hazards from paint, soil, or water could pose a serious threat 
to the well-being of residents. While keeping lead paint in check is 
essential, abatement is not always necessary. 

Remediation procedures performed incorrectly may cause a greater hazard 
than lead left in place. Monitoring surfaces painted with lead regularly to 
ensure they remain intact is often the best course of action. 

Unlike intact, undisturbed lead paint, lead in a water supply enters the 
food chain directly. Ridding water of hazardous lead levels is therefore 
vital . 

Finally, dangerous levels of lead in soil create a problem for residents 
not only because children tend to play in dirt, but because lead usually 
remains on the soil surface and often finds its way into apartment units. 

FIGURE 2 

PERCENTAGE OF TOTAL SURFACE AREA EXCEEDING 1.0 mg/cm sup 2 
INTERIOR 

Walls and ceilings -- 6% 
Cabinets --9% 
Doors -- 16% 
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Baseboards 19% 

Door trim -- 23% 

Windows — 31-3 5% 

Radiators -- 60% 
Stair trim -- 63% 

EXTERIOR 

Stairs — 2% 

Balconies -- 3% 

Doors -- 15% 

Soffit/fascia -- 16% 

Door trim -- 19-39% 

Siding -- 41% 

Railings — 35-51% 

Window trim — 29-61% 

Source: What Remodelers Need to Know and Do about Lead, National 
Association of Home Builders, November 1993 

Dorothy Walton is a writer with First Analysis Corporation, Chicago. She 
develops investor reports on companies in the environmental services, 
special chemical and communication areas. She was previously a 
developmental editor with the Institute of Real Estate Management. 
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. . .TEXT: companies admired by experts are those attracting healthy- 
customers who do not select their financial service provider on the 
basis of an existing relationship with family or friends. 

DISCUSSION AND MANAGERIAL IMPLICATIONS... 

. . .peer assessment, confirming the reliability of the measures (see Speed 
and Smith, 1991) : both highlighted customer wealth as an important 
discriminating variable. These results clearly suggest that superior 
performance in the UK financial service industry is related to customer 
base. Both correlation and discriminant analysis using expert assessment 
indicate that superior performing companies are distinguished by wealthier 
customers , customers who are less influenced by family and friends in 
their selection of a provider. 

The findings suggest that not only are better performing companies' 
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...TEXT: characteristics: marital status, age, employment status, and total 
family income level. Patrons of private dental service providers are 
more likely to be married and significantly more are older and employed in 
some . . . 

. . .empirical research to understand the delivery of dental care services 
from the perspective of the consumer (patient) , we used a trait-behavior 
approach (Dickerson and Gentry 1983; Hirschman 1980) to investigate 
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consumer choice between two dental care systems in terms of evaluative 
criteria, performance evaluation, and patronage motives that may influence 
the selection of a dental care provider. 

First, the analysis and test results demonstrate that discriminant sets... 
. . .and demographic characteristics can be identified and used to establish 
meaningful classification of dental care consumers . Having a quality 
reputation, personal aftercare attention, convenient hours of operation, 
and to some degree quality service appear to be salient criteria 
distinguishing the two dental patron groups. Dominant patronage traits are 
reasonable cost, immediate service, and a comfortable waiting environment. 
Demographically, marital status, age, employment, and income are the 
dominant discriminating variables. 

Both private and retail dental service patrons rank quality service, 
reputation, and competence as extremely important criteria in choosing a 
dentist. However, the retail dental facility ranks lower in reputation than 
its private practice counterpart, as reported in Table 3. This finding 
suggests that, though the retail dental facility receives adequate ratings 
on quality of the service and professional competence, some improvement is 
necessary in the perception of reputation. We can speculate that a 
carryover effect may cause the reputation of the dentist to be equated with 
the reputation of the retail store within which the dental facility is 
operating. In short, the store reputation as a function of store cage 
(positive or negative) may have an equal effect on the dental facility 
within the store. Similarly, both private and retail dental patrons rank 
appointments not required, immediacy of service, personal attention and 
aftercare, and cost of service as being of secondary importance in dentist 
evaluation. The retail dental facility ranks higher on these criteria than 
the private dentist. This finding suggests that the retail dental facility 
may in fact occupy a position in the dental marketplace where 
convenience-related needs are being satisfied. Overall, the findings 
suggest that retail dental facilities are perceived as providing quality 
and competent service, but their reputation is somewhat lower than that of 
private practices. In addition, the retail dental facility appears to 
attract a distinct segment of the dental market whose perceived needs and . 
wants are closely matched by a convenience-oriented facility. 

Also of interest to the dental care industry are the reasons or actions 
that may motivate individuals to select a particular dentist. Both dental 
patron groups report quality of service, not requiring appointments, and 
convenient location of the dentist as the three major reasons for selecting 
the dentist they use. However, significantly more private dentist users ... 
reasonable price, personality of the dentist, and advertising effects as 
reasons for selecting their dentist. Recommendation by a friend had less 

impact on retail dental patrons, but was more salient as a motivator for 
private dental patrons. 

Finally, for labeling purposes only, the two dental patronage groups can be 
segmented according to demographic/ socioeconomic characteristics. The 
patron for the retail dental facility is more likely to be single, 
considerably younger, employed in a blue collar occupation, and have income 
in the $3 0,000 to $3 5,000 range. The patron for the private dentist is more 
likely to be married, older, employed in a white collar occupation, and 
have income more than $50,000. Though the demographic /socioeconomic 
profiles of the dental patrons for each of the facilities are useful only 
for labeling purposes, retail dental facilities can use the information to 
help develop marketing practices that will assist with issues such as where 
to locate, what services to offer, and what to charge for the services. 

Overall, the study findings suggest that each dental care delivery system 
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. . .TEXT: any good. Yet the damage of unarticulated dissatisfaction has been 
well documented --at the very least it leads to negative WOM and fewer 

repeat purchases. In addition, negative feedback from consumers in the 
form of increased complaints will... 
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...further damage is done. 

Thus, a warranty response system can help reduce negative WOM among 
consumers in two ways. The first is by providing satisfaction to 
complaining customers , thereby reducing the impetus for negative 
word-of -mouth communications. The second way is by decreasing the number of 
dissatisfied consumers who elect to remain silent. A well-publicized 
warranty program may encourage consumers to complain simply because it 
shows a firm's willingness to respond. As noted in the complaining behavior 
research, that is one factor which significantly influences consumers ' 
complaint propensities. 

Of course, the ability of a warranty program to encourage customers to 
complain will depend on several things. Whether the program is easy to 
understand will be one important factor. Another is the ability of 
consumers to achieve the warranty service quickly and without too much 
effort. Finally, a warranty program must be heavily promoted to consumers 
in order for it to be effective in stimulating consumer complaints. Firms 
must be ready to provide high quality brochures and point-of -purchase 
materials . . . 

...sure retail salespeople discuss the warranty program as part of their 
sales pitch will help consumers understand how, when, and where they can 
complain under the terms of the warranty. 

Follow. . . 

. . .a complaint is another mechanism for improving post-complaint 
satisfaction. Maintaining database files concerning individual consumer 
complaints will be a central part of this strategy. The fiber manufacturer 
in this study maintains detailed, comprehensive information about 
consumers ' complaints about stains . Customer service representatives 
often follow up a complaint by recontacting the complainer to determine 
whether a stain has been removed or to offer additional suggestions. Such 
procedures can increase consumer confidence and satisfaction with 
service providers . The overall implication is clear Managers must not 
only be concerned with their ability to... 

...complaint, but also on the manner in which the action (or inaction) is 
perceived by consumers . 
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. . .TEXT: platforms are able to interact in a variety of environments, 
hardware requirements generally are a less -critical consideration. 
Preparing a readiest for proposal that details the insurer's functional 
and technical requirements will help in the. . . 

...description of how the program will meet a company's requirements and a 
list of customers with a similar asset base and business. 

Because the insurer expects the software to support... 

. . .business function for several years, the relationship with the vendor is 
critical. The team should request at least six client references, 
contact all of them and visit at least two. A visit generally will result 

...software and uncover any difficulties the user might have had. After an 
analysis of responses, client visits and product and service evaluations, 
the team is in a position to make a recommendation. 

After a software package has been selected , the acquisition agreement 
should stipulate installation in the company's environment and include a 
period of on-site testing with ...the systems alternatives for investment 
management are diverse, a prudent analysis of available technologies and 
service providers can help an insurer make a selection that will meet 
its functional objectives at reasonable cost. Insurance companies that 
succeed in meeting their securities investment software and service 
requirements will have balanced business requirements and technology 
strategies with their budgets and the available products in the 
marketplace . 

John L. Johnsen and Jack W. Tyniec are managing directors of Technology 
Consultants, Fort Lee, N.J. 
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...TEXT: as feasible. Our system modelled the decision processes of a 
senior underwriter whose thought processes matched , to a degree, the 
decision-making processes documented in life insurance manuals. The system 
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allowed. . . 

...the level of the modelled expert, by requesting information from the 
junior underwriter on how clients had answered the questions on their 
application forms, and then by justifying its own underwriting decision 
through help screens . 

One development of the system is to automate the majority of the 
underwriting process. Details... 

...line of 65 per cent instant decisions by clerical staff who consulted a 
simplified underwriting " screening " manual) leads to increased speed and 
consistency of application processing for substantially more customers . 
In addition, since insurance brokers typically send off several proposals 
for an individual customer , the first positive decision back to a 
customer has a business advantage. Another calculation revealed that, 
since the senior underwriter was much less comprehensive in his request 
for medical evidence (at a cost of roughly 50 a request) than the 
deliberately conservative " screening " manual, a saving of several 
hundreds of thousands of pounds could be achieved by letting. . . 

...1990), among others, have attempted to produce fully automated systems. 
In these cases, the system builders have attempted to automate the entire 
life underwriting procedure, by encoding their extensive underwriting 
manuals into knowledge bases. The extent to which this has proved feasible 
is still an open question, for the law of diminishing returns applies at a 
certain stage, where it becomes less and less economic to encode the least 
common data required to deal with the last few per cent of all cases (which 
were left, in the Bolger et al . (1989) system, for expert underwriters to 
deal with) . However, none of the systems described above represent complete 
replacements for underwriters, who are seen as invaluable since they are 
still required to deal with the most difficult of cases and to handle 
changes in risk assessment circumstances, with which the systems themselves 
are unable to deal. For example, updates are required to the rule bases 
when formally peaceable countries become war Zones that a proposed insured 
plans to visit. 

Of prime interest here, however, is the nature of the underwriting domain 
which has made it amenable for the implementation of viable expert systems. 
If one considers the nature of this task more closely, then it is apparent 
that it: 

(1) involves repetitive components; 

(2) is a clearly structured logical process; 

(3) is a high volume task; 

(4) involves the utilization of knowledge that is fairly static (otherwise 
the system would require vast amounts of updating and reprogramming) ; 

(5) involves variation in human performance which could (beneficially) be 
made more consistent. 

Furthermore, and importantly, the underwriting domain complies with the two 
criteria set out by Wright and Ayton (1987) for commercial viability, 
namely; most of the rules for underwriting tend to be formalized in manuals 
(in the case of life underwriting these are 
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...TEXT: customer responsiveness is more integrated are better able to 
handle non-routine or special distribution requests than less 
integrated firms. 

INDUSTRY AFFILIATION 

It would seem likely that the ability to accommodate special requests will 
vary across industries. Characteristics of industry environments and 
competitive settings dictate appropriate strategies and affect performance 
(Montanari, 1979) . Organizations operating within specific industries are 
influenced by the level of competition, structure of the industry, 
technologies in existence or planned, barriers to entry and exit, and the 
dynamic or stable nature of the industry. 

According to Lenz and Engledow (1986), the dominant portions of a firm's 
environment exist in and around the industry in which the firm competes. 
The competitive forces within that industry environment establish both 
opportunities and threats for individual competitors. For example, if 
selected f irms--especially dominant firms--can provide valuable customized 
distribution services such as split case shipments or the creation of 
special promotional packages, that will come to constitute the expected 
level of service. This will become the industry service hurdle rate. 

Firms operating in different industries face different demands in terms of 
volume, frequency of shipments, and types of products handled. They are 
also likely to exhibit differences in distribution service capabilities. 
Therefore, the authors sought to determine if the ability to accommodate 
nonroutine or special distribution requests differs across industries. 

IV. METHOD 

The data analyzed were part of the second phase of the logistics 
organization and strategy research conducted at Michigan State University. 
A survey questionnaire was used to collect data. Survey data were 
supplemented with information obtained during in-depth personal interviews. 
The instrument was validated by an expert panel and pre-tested prior to 
mailing. The names and addresses of CEO's at North American firms were 
obtained from a commercially purchased mailing list and supplemented with 
names drawn from the Council of Logistics Management membership list. The 
letter accompanying the questionnaire asked individuals to route the survey 
to the most appropriate person within their organization. 

Respondents were asked to designate whether their primary business 
operations should be classified as manufacturing, wholesaling, or 
retailing. A total of 292 surveys representing 54 manufacturers (18.5%), 
148 wholesalers (50.7%), and 90 retailers (30.8%) were analyzed. 

An index, the Common Attributes Index or CAI, was employed to identify 
better performing or leading edge logistics organizations. A Delphi process 
was utilized to develop this index. Fifteen attributes were identified and 
selected as generally representing management practices necessary for 
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industry groups have been selected for further examination and analysis: 
Building Materials, Drug/Health and Beauty Aids (HBA) , and Food. 

Although a broad range of industries is represented in the final data base, 
the small sizes in other industry groupings limits further analysis. 

V. RESULTS 

The first area of interest 
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...added resellers currently marketing server-based solutions, 

opportunities to expand their service offerings to their clients 
and to include FutureLink' s leading ASP hosted-application 
service. FutureLink* s Reseller Channel Pilot Program is an 
excellent opportunity for system integrators to provide their 

clients with additional services and new ways of reducing their 
up-front costs of purchasing and. . . 

...the alliance consists 

of two major components. Net Perceptions has chosen FutureLink as 
its Application Service Provider , providing its ASP services to 
Net Perceptions; in addition, FutureLink becomes the first ASP 
reseller. . . 

...is a noted leader in the real-time personalization 

solutions industry, evident by their impressive customer base 
including CDnow, E! Online, Tower Records and Ticketmaster Online. 
We look forward to working with Net Perceptions to provide 

customers leading-edge ASP e-commerce solutions." Net Perceptions 
will allow FutureLink to host, manage and resell software 
licenses on a subscription basis to current and future customers . 
FutureLink, at the forefront of ASP vendors, provides small and 
mid-size businesses with applications... 

. . .a leading supplier of real-time personalization 

solutions that enable Internet retailers to market to customers 
on a true one-to-one basis. It is the originator of the Realtime 
Recommendation Platform, which integrates collaborative 

filtering , neural network, fuzzy logic and genetic algorithm 
technologies, and automatically applies the optimum technology to... 

...Perceptions for Call Centers and the Net Perceptions 

Recommendation Engine. Nearly 85 Internet innovators have 

selected Net Perceptions solutions including: ART.com, Audio Book 
Clubs, Bertelsmann Online, Billboard Talent Net, CDnow... 
...case of Eastern Software, FutureLink will provide 

application hosting and management services for Eastern Software 
customers utilizing the Citrix MetaFrame (TM) thin- client platform 
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when implementing Eastern Software's Empower (TM) , 
state-of-the-art loan origination software. Eastern software has 
chosen FutureLink to be its recommended Application Service 

Provider for its business practices consulting for thin- client 
implementation. As stated in the terms of the agreement, Eastern 
Software will recommend FutureLink to host and manage Empower 
software licenses to Citrix MetaFrame thin- client customers . 
FutureLink, at the forefront of ASP vendors, provides small and 
mid-size businesses with outsourced. . . 

...s products address 

every major lending area including mortgage, home equity, 
wholesale, retail, sub-prime, consumer , and commercial markets. 
Eastern Software's customers include banks, savings institutions, 
mortgage bankers, wholesale lenders, credit unions, and 
non-conforming lenders . 

New. . . 
. . . States ' third 

leading mergers and acquisitions advisor specific to the IT 
industry. Stanford Keene ' s clients include high technology 
leaders such as CIENA, Diamond Tech One, IBM, Intelisystems , PSSI 
and USi. Stanford Keene is renowned for creating the best 
strategic fit for its clients ."Stanford Keene has followed 
FutureLink' s growth closely over the past year," said Charles 
Reynolds, Managing Director. "We are excited about advising them 
through their acquisition strategy. We feel FutureLink is well 
positioned to capitalize on the emerging ASP industry." "With the 
acquisition of Micro Visions and the addition of Phil Ladouceur 
as Executive Chairman, we believe FutureLink has assembled the 
right ...15 million financing of 

additional working capital to fund aggressive growth plans of 
founding Application Service Provider : Commonwealth Associates LP 
of New York acted as the company's placement agent for the. .. 

. . .enormous potential 

way into the year 2000, especially because with acurrent price per 
share of less than 7$. 

NOTICE The recommendation of FutureLink (FLNK) was done on an 
unsolicited basis and the team of Stockreporter.de received no 
compensation for the recommendation. The full recommendation of the 
Stockreporter.de and additional information (e.g. a corporate profile 
and an interview with the CEO) can be accessed at the Stockreporter.de 
web site at www.stockreporter.de which is going to be the number 1 
Micro Caps and 0TC:BB site in Europe and especially in Germany. The 
site is completely available in both languages, German and English. Any 
Stockreporter.de micro cap recommendation still includes a high degree 
of risk and is at the investor's individual and own risk. 

Therefore no claim for any kind of warranty can and will be accepted by 
the Stockreporter.de. 

If you have any further question regarding this buy recommendation or 
any other inquiry or suggestion, please, do not hesitate to contact 
Stockreporter.de at any time. We appreciate it very much to stay in 
close contact to both institutional and private investors and OTC and 
BB companies . 

Copyright (C) 1999 Business Wire. All rights reserved. 
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CONTACT : 



Stockreporter.de, New York 
Tim A. Kneib, +49-172-4025040 
or 

Torsten Prochnow, +49-172-4031383 
Email: contact@stockreporter.de 
Website: www.stockreporter.de 
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JOURNAL CODE: BW LANGUAGE: ENGLISH RECORD TYPE: FULLTEXT 
DOCUMENT TYPE: NEWSWIRE 
WORD COUNT: 880 

. . .and governance, or corporate 

finance. This initial marriage between our group and Virtual 
Enterprises should bring together the technical, human, and finance 
resources for us to lead , or at least stay in the forefront of the 
rapidly growing information appliance industry." 

Commenting on the announcement... 

. . .new wave of information appliances 

has begun to bridge the gap between PC ' s and consumer electronics by 
bringing Internet access, e-mail and telecommunications to TV's, 
telephones like the Video Web Phone and otherhome-based devices. 
"In simple terms, the Video Web Phone allows an Internet subscriber 
anywhere in the world to have Internet access, e-mail, telephone and 
live teleconferencing capabilities 24 hours a day, 7 days a week thru a 
touch-sensitive screen. From the Video Web Phone, the user has the 
capability to just point, touch and connect to make an Internet phone 
call, teleconference call or just access the web for research or to 
shop . " 

According to Luke, "The Virtual -- Anyuser venture should have a 
distinct competitive advantage over others now in the race, and those 
just now entering the race to become the common denominator in the Web 
Video Phone segment of the information appliance industry. 

"Anyuser 1 s point and connect technology was designed for even the non 
computer user to effortlessly communicate, conduct e-commerce or just 
surf the Net. In addition, our switching technology for simultaneous 
voice and video calling is currently far superior to anything else now 
or due to be introduced to the market in the near future . " 

VTUE is an Internet-related holding company which invests in, develops 
and operates Internet service companies as majority or wholly owned 
subsidiaries. The company's Internet services, including web page 
design, web-hosting and ISP marketing activities are conducted through 
MetroplexWeb Inc., a Nevada corporation ("Metroplex Nevada"). 
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The company's Internet-related telecommunications services, including 
prepaid calling cards, remarketing of long distance services and its 
recent venture to license and market the Web Video Phone software, are 
conducted through Intercom Inc., a Nevada corporation, ("Intercom"). 

Both Metroplex Nevada and Intercom are wholly-owned subsidiaries. 
Intercom is presently a development -stage company. Anyuser, subject to 
the pending acquisition, will become a 47 percent owned subsidiary of 
Intercom. 

Anyuser is a South Korean corporation founded in May 1999 by former 
principals and employees of internationally known South Korean-based 
telecommunications, Internet software and marketing companies. Anyuser 
develops and markets software products as a replacement for the PC for 
those computerless homes and offices. 

The software is designed to support the rapidly expanding electronic 
appliance industry, with a focus on the Internet-Telephony and Web 
Video Phone business segment. 
Note: 

The Private Securities Litigation Reform Act of 1995 provides a "safe 
harbor" for forward-looking statements. Certain information included in 
this news release (as well as information included in oral statements 
or written statements to be made by the company) contains statements 
that are forward-looking, such as statements relating to plans for 
future expansion and other business development activities as well as 
other capital spending, financing sources and the effects of regulation 
and competition. Such forward looking information involves important 
risks and uncertainties that could significantly affect anticipated 
results in the future and, accordingly, such results may differ from 
those expressed in any forward-looking statements made by or on behalf 
of the company. These risks and uncertainties include, but are not 
limited to those relating to development and construction activities, 
depending on existing management, leverage and debt service (including 
sensitivity to fluctuations in the interest rates) , domestic or global 
economic conditions. 

Copyright (C) 1999 Business Wire. All rights reserved. 
-0- 

CONTACT: Virtual Enterprises Inc., Newport Beach 

Jonathan Small, 949/833-2094, ext. 723 

GEOGRAPHY: CALIFORNIA INTERNATIONAL ASIA PACIFIC 

INDUSTRY CODE: COMED 

COMPUTERS/ ELECTRONICS 
TELECOMMUNICATIONS 
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CACI Information Technology Services Now Available on New GSA Schedule B C 

DATE: March 25, 1997 08:03 EST WORD COUNT: 409 

...the schedule offers a number of benefits, including a low fee built into 
the rates, less lead time to establish a major procurement, minimal 
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paperwork, pre-qualif ied contractors , and reduced contract administration 
costs. In addition, there is less participation of third parties in the 
process -- essentially involving only the client , the client 's 
contracts organization, and the contractor -- which results in a faster 
selection process and rapid implementation. 

CACI's GSA Schedule B/C for ADP Services works like other T&M 
contracts, with well defined labor categories and competitive rates. 
Advantages to clients include provision of a broad range of professional 
ADP services across dozens of task categories... 

...application of Year 2000 solutions, among other services. Moreover, CACI 
managers are available to guide clients through the process. 
"With CACI's entry onto the GSA Schedule B/C, we take... 

... a popular vehicle -- an excellent way to provide high-quality, 
cost-effective solutions for government clients . " 

CACI is an information technology products and service provider that 
specializes in developing and integrating systems, software, and simulation 
products in support of government agencies and commercial enterprises 
worldwide. The company has approximately 3400 employees and operates out of 
approximately 70 offices in the U.S. and Europe. 

SOURCE CACI International, Inc. 
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High-Techs Death Exaggerated 

DATE: October 13, 1996 22:15 EDT WORD COUNT: 1,329 

. . .by outsourcing, 

downsizing, home office and home repair stocks -- the ones that 

were in the lead a few months ago. Why the change back to high tech? 

Well, 

after the bloodbath, cooler heads began to see that it was overdone, that 
first class high techs with strong earnings uptrends had been sold out and 
were worth buying and holding again. 

The message in these decisions is that the best investment brains have 
finally decided that the internet is here to stay and that it's going to 
continue to grow at warp speed. Right now the equipment suppliers are 
making 

most of the money but the service providers are only doing okay. 

What's being called smart software is a new kind of program that makes 

a 

computer "think" or come to a logical decision by processing huge amounts 
of 

data and evaluating that information using statistical probabilities. Smart 
software eliminates the need for many of the employees who used to do the 
work. The programs are called decision support. For example, a program 
designed to detect credit card fraud does so by comparing the account 
history 

of the card being presented with the proposed new transaction. If a card 
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has 

rarely been used to pay for anything over $100 and is presented to buy a 
$1,000 item the program would flash a warning even if that figure was 
within 

the card's credit limit. Smart software recognizes trends, patterns, and 
changes and . . .performs exactly the same function as an 

employee who calls up an account on the screen and makes a subjective 
judgment 

on whether the card should be accepted or declined. 
The . . . 

...a fast growing niche sector of companies, 

such as Scopus Technology (SCOP, Nasdaq) , that make customer support 
software . 

Also there are "help desk" programs that resolve computer users or 
customer 

problems. Remedy Corp. (RMDY, Nasdaq) is a leader in the field. 

Now lets look at what a few of the aggressive funds own. 

Evergreen Aggressive Growth owns: Cisco, APAC Teleservices , Office 
Depot , 

Microsoft, Danka Business Systems, Home Depot. PBHG Growth owns: Ascend, 
U.S. Robotics, Cascade Communications, Shiva, FORE Systems. 

Among some of the recent entries: Fidelity Select took positions in 

Tech 

Data Corp {TECD, Nasdaq), Gateway 2000 (GATE, Nasdaq), and Sun Microsystems 
(SUNW, Nasdaq). Janus Mercury Fund bought CIBER, Inc. (CIBR, Nasdaq). 
T . Rowe 

Price Science bought National Data Corp. (NDC, NYSE) Kaufman Fund bought 
Quick 

Response Services (QRSI, Nasdaq) . And Usaa Aggressive Growth bought May & 
Speh (SPEH, Nasdaq) . 

For a dead sector the high techs are showing real signs of life. 

SOURCE: PR Newswire 
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Hibernia National Bank and GMAC Use Fannie Mae 1 s Mortgage Links Electronic 
Commerce Network to Request Appraisals Online; Will Reduce Time and 
Costs 
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...beginning later this year. 

With the broader availability of the service, other lenders and mortgage 

service providers will discover the benefits experienced by pilot 

vendors . 

"MortgageLinks shows Fannie Mae's commitment to... 

...This time- and cost-saving technology lets Fannie Mae be more 
responsive to lenders." 
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"Appraisal requests received over MortgageLinks contained fewer 
errors , 

resulting in faster processing times, improved efficiencies and a higher 
level 

of customer service," said H. John Neff, president of ABNet . 

MortgageLinks has been designed with the flexibility to meet varying 
lender circumstances. These flexibilities serve: lenders currently using 
their own proprietary origination or servicing system; those that already 
are 

able to transmit in the X.12 data standard developed by the Mortgage 
Bankers 

Association of America, appraisal companies, and lending institutions; and 
lenders wishing an integrated information transmission system. For more 
information regarding MortgageLinks, lenders and vendors can call Fannie 
Mae ' s 

MORNETPlus Hotline at 800-758-7546. 

Fannie Mae is a congress ionally chartered, shareholder-owned company 

and 

the nation's largest source of funds for home mortgages. It has committed 
to 

provide $1 trillion in targeted lending for 10 million homes by the end of 
the 

decade. The targeted lending will serve low- and moderate- income families, 
minorities, new immigrants, residents of central cities and other 
underserved 

areas, and people who have special housing needs. More information about 
Fannie Mae can be found on the Internet at http://www.fanniemae.com. 

For a menu of Fannie Mae news releases available by fax 24 hours (no 
charge) or to retrieve a specific release, please call 1-800-758-5804, ext. 
3 05450, or access the address http://www.prnewswire.com on the Internet. 

SOURCE Fannie Mae 
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TURNER ELECTED INTERNATIONAL PRESIDENT OF AAFA 
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. . .mutual 

purpose as an organization is to increase national and international 
referral opportunities for our clients and affiliates." In addition, 
Turner noted that under his leadership more effort will be made... 

. . .placements while experiencing 

price cutting competition and alternative staffing options like 
temporary-to-hire, independent contractors and outsourcing. 

Maintaining focus on serving clients with quality referrals 
(versus less professional practices such as "execution selection " and 
merely distributing fax resumes without doing the proper search work) . 

Continuing to expand AAFA with quality member companies in key 
markets across the US and overseas . 
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Developing the Internet as a useful recruiting and search tool 
versus viewing the Internet as a "competitor." 

A graduate of Marshall University in West Virginia and an 
accredited Certified Personnel Consultant (CPC) , Turner opened the 
Charlotte office of Don Richard Associates in 1981 after serving in 
various accounting posts with such firms as Arthur Andersen & Co. 

In addition to the Charlotte office, Don Richard Associates has 
full-service offices in Atlanta, Baltimore, Greensboro, Norfolk, 
Richmond, Tampa and in the Washington, DC area. The company specializes 
in permanent and temporary placements for accounting, bookkeeping, 
banking and administrative personnel. 
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TIPS FOR GETTING THE JOB DONE 

SAN JOSE MERCURY NEWS (SJ) - Saturday,. February 15, 1986 
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Edition: Morning Final Section: Home Page: 3D 
Word Count : 614 

. . . to accommodate stairs. 

Ray Stalkfleet of Ray Stalkfleet and Son in Fremont suggests that home 
owners considering an addition check with the local building department 
for a set of 1 'as built. . . 

... home's architecture is important. Otherwise the new addition may look 
like an appendage. 

Although selecting an architect or contractor has a lot to do with 
personal tastes and budgets, there are a few guidelines to choosing a 
qualified professional. 

(check) To find the names of reputable architects or contractors , ask 
friends, neighbors and local professionals in related fields for 
recommendations. The American Institute of Architects Santa Clara Valley 
Chapter, (408) 249-1515, makes referrals . 

(check) Get at least three written bids on any project. Make sure each 
bid contains the same specifications for... 

... license number. A business license is not the same as a contractor's 
license. Home owners have consumer protections -- such as bonding, 
insurance and workmans ' compensation -- and a legal recourse if they are 
dealing with licensed professionals. 

(check) Ask professionals for references from prior projects. Contact 
these references and arrange to see the work. A look at previous projects 
will also help you determine if the professional's style and your own 
preferences harmonize. 

(check) Ask contractors for proof of liability insurance and workmens ' 
compensation. Otherwise you could be sued if a worker is injured on your 
property. 
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(check) Obtain a written contract spelling out the scope of the job, for 
either an architect or contractor; the materials; the intervals of payment; 
the time of completion. The construction contract should also include a 
waiver of mechanics lien rights or an unconditional lien release to prevent 
subcontractors and suppliers from collecting from you if your contractor 
doesn't pay them. 

(check) Agencies that provide information and assist consumers with 
complaints include: 

Contractors State License Board, (916) 336-5153, or San Jose District 
Office, (408) 277-1244; 

Better Business Bureau, (408) 978-8700; 

Santa Clara County Department of Consumer Affairs, (408) 299-4211. 
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REMODELING A MASTER BATH HIGH IN THE HOLLYWOOD HILLS 

Elana H. Frankel , New Products Editor 
Architectural Record, Vol. 23, No. 1, Pg 139 
January 1998 
JOURNAL CODE: AR 

SECTION HEADING: KITCHEN & BATH PORTFOLIO ISSN: 0003-858X 
WORD COUNT: 167 



TEXT: 



This California client had a few simple requests for a new master 
bathroom: a steam shower, a single sink, a toilet, limited clothing. . . 

... extension of the bedroom, with a vanity and closet space. The toilet 
will be partially screened by a sliding obscure glass panel, not yet 
installed. 



Architect: Koning Eizenberg, Venice, Calif ornia--Tim Andreas 

Sources: Finland color plywood and Finland birch plywood (casework, vanity, 
door, and closet); Philippe Starck (toilet and sink faucet); Paul King 
Construction (project contractor and wood stud framing at glass wall) ; Halo 
(wall lights) 
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PG&E UNVEILS AUTOMATED DATA EXCHANGE TO HANDLE NEW ENERGY SERVICE PROVIDERS 
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WORD COUNT: 3 56 
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...electric restructuring is inaugurated in California. The utility expects 
to receive thousands more direct access requests in the next few weeks 
in advance of the Jan. 1 launch, said Del Evans, director of PG&E... 

. . . adopted the business rules and processes approved by the California 
Public Utilities Commission, Evans said. 

Customers who wish to switch utility service must contact their 
designated energy service provider , which will then notify the utility 
of the customer 's choice. The selection must be verified by an 
independent third party to eliminate potential slamming or unauthorized 
customer switching. 
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Creative Financing: Key To Boosting ATC Sales? 
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TEXT: 

...due to its open architecture. The new system also is expected to be more 
reliable, less expensive to maintain and lead to several significant 
ATC contract awards within the next few months. 

In its international marketing... 

. . . ATC business has soared to more than $200 million from $3 0 million in 
1990. Its customer base is spread across more than a dozen countries. 

Hoeffler said Raytheon's credibility as... 
... non-U. S. companies is especially hungry for a particular win, it's hard 
to match their bid, 1 ' he said. 

Such intense competition stems from two market realities. First, the ATC 
segment is one of the aviation industry's most robust markets. Industry 
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Set Items Description 

51 12027970 CONSUMER? OR CUSTOMER? OR OWNER? ? OR HOMEOWNER? OR CLIENT? 
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Winning With The Web (Part 3 of 4) 

(Cruisin, a Granby, CT-based agency, gets 100% of its sales leads through 
the Internet, but one of its secrets is a low-tech strategy that 
businesses have been using forever) 

Travel Agent, v 286, n 9, p 25+ 
June 30, 1997 
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(USE FORMAT 7 OR 9 FOR FULLTEXT) 

TEXT: 

...Independent contractors also receive individual errors and omissions 
insurance . 

Both part-timers and full-timers work for Cruisin, but all are 
professional agents, and most have worked with other agencies. "We... 

...Cruise Counselor. "I try to adjust the distribution of leads that go to 
them to match the amount of time they work ," Chrys says. "If they 
work only nights and weekends, they get a few leads per week. If 
they're able to do it on a regular basis, they get... 

. . .between half a million to a million hits per month, according to Rob 
Longley. Once consumers have E-mailed a booking or information request to 
Cruisin' s address, these leads also... 

...a real person to them," he says. "They'll treat you as a free 
information service , make a printout and walk into a local agency to ask 
if it can beat this fare. We're trying to build relationships. Eventually, 
with high-tech you have to bring it down to a personal level." 

That strategy has apparently worked--Cruisin already has repeat customers 
who have taken three or four cruises with the company. To add a personal 
touch, Chrys and Rob have a photo of themselves posing with a cruise ship 
captain on their Web site. They also encourage Cruisin agents to post their 
own photos on their individual Web sites, along with such personal 
information as hobbies, favorite destinations, and names of pets and kids. 
"It makes them real people--very important when you're dealing with a 
computer," Rob says. 

The basic Cruisin Web site includes brochures for most major cruise lines, 
information on ports and specials, and a booking form. Rob says that while 
a few cruise lines don't seem to understand how to work with the Internet, 
he has had some very positive experiences working with the major lines. 
"Some have helped us build our Web site," he says. "Usually it's a matter 
of getting to the right person to say yes." 

Cruisin' s Web site was developed initially "more as a science experiment 
than a business plan," says Rob. But Chrys had worked at Sate Travel, 
various airlines and Dolphin Cruises. Rob was a captain in the Air Force 
who helped set up a classified version of the Internet's World Wide Web for 
the intelligence community. "Throw these two backgrounds in a blender, and 
you get Cruisin," he observes on the Web site. 
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Expansion Plans. "Chrys wanted to stay home with the kids and sell cruises 
out of the house," Rob says. "We went online and sold our first cruise 
within 12 hours. Business kept growing like crazy." The Longleys then 
decided to expand by adding other agents. Rob says Cruisin may eventually 
add other leisure products, but with a definite preference for 
all-inclusives . "People do call up and say, 'I'd like to go Sandals or 
Superclubs , " ' Rob says, "and we'd like to do more of that." 
Finally, Rob Longley passes along this tip about the Web: "Keep it simple 
and cater to the lowest common denominator of functionality when you're 
designing your Web site." The Longleys actually down-graded the graphics on 
Cruisin* s site because they realized that many consumers had less powerful 
computers and wouldn't be able to access it successfully. "The biggest 
problem is that people are seduced by technology," Rob says. "Somebody 
shows them something that's really cool in the demo but doesn't work from a 
functionality point of view. " 
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Internet Can Revolutionize Ins. Sales 
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...wins. Carriers win because they can reach many more prospects, publish 
marketing materials with much less cost and lead time, and 
cost-effectively create new products that can match individual customer 
needs more closely. . . 

...selling and more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers, auto 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time they can conduct their 
own research, tailored to their individual needs, and comparison-shop for 
the precise coverage they need from the convenience of their home 
computers whenever they choose . 

Some Internet Terminology 

Hypertext: Words and phrases, highlighted to stand out from surrounding 
text (they usually appear as blue characters) . They are links to related 
materials on the same or other Websites. When the user points the mouse to 
the highlighted word and clicks on it, the related information is found and 
displayed. 

Browsers: Software programs that tie all the hypertext and graphics 
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together in one place and reside in each user's personal computer or 
workstation. All Internet providers, such as America OnLine or CompuServe, 
have browser programs available with their service. Netscape and Microsoft 
have more user-capable browser software. 

Firewalls: Gateway computers programmed to block unwanted access to company 
programs from the Internet (such as by hackers) . 

Bastion servers: Computers that insulate the telecommunications traffic on 
the "public" side of the firewall from hackers. 
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...wins. Carriers win because they can reach many more prospects, publish 
marketing materials with much less cost and lead time, and 
cost-effectively create new products that can match individual customers 
needs more closely. . . 

...selling and more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers, auto 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time, they can conduct 
their own research, tailored to their individual needs, and comparison-shop 
for the precise coverage they need from the convenience of their home 
computers whenever they choose . 

Some Internet Terminology 

Hypertext: Words and phrases, highlighted to stand out from surrounding 
text (they usually appear as blue characters) . They are links to related 
materials on the same or other Websites. When the user points the mouse to 
the highlighted word and clicks on it, the related information is found and 
displayed. 

Browsers: Software programs that tie all the hypertext and graphics 
together in one place and reside in each user's personal computer or 
workstation. All Internet providers, such as America OnLine or CompuServe, 
have browser programs available with their service. Netscape and Microsoft 
have more user-capable browser software. 
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Firewalls: Gateway computers programmed to block unwanted access to company 
programs from the Internet (e.g., hackers). 

Bastion servers: Computers that insulate the telecommunications traffic on 
the "public" side of the firewall from hackers. 
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While GSA Schedules for hardware and services are not new, the 
Schedule B/C for ADP Services has been available less than a year. The 
schedule is GSA's response to the... 

...the schedule offers a number of benefits, including a low fee built into 
the rates, less lead time to establish a major procurement, minimal 
paperwork, pre-qualif ied contractors , and reduced contract administration 
costs. In addition, there is less participation of third parties in the 
process -- essentially involving only the client , the client 's 
contracts organization, and the contractor -- which results in a faster 
selection process and rapid implementation. 

CACI's GSA Schedule B/C for ADP Services works like other T&M 
contracts, with well defined labor categories and competitive rates. 
Advantages to clients include provision of a broad range of professional 
ADP services across dozens of task categories, including information 
technology planning, assessment, and studies; systems development, testing, 
integration, and reengineering; and application of Year 2 000 solutions, 
among other services . Moreover, CACI managers are available to guide 
clients through the process . 

"With CACI's entry onto the GSA Schedule B/C, we take... 

...a popular vehicle -- an excellent way to provide high-quality, 
cost-effective solutions for government clients . " 

CACI is an information technology products and service provider that 
specializes in developing and integrating systems, software, and simulation 
products in support of government agencies and commercial enterprises 
worldwide. The company has approximately 3400 employees and operates out of 
approximately 7 0 offices in the U.S. and Europe. 

SOURCE CACI International , Inc . 

-0- 3/25/97 
/CONTACT: Investor information, James Allen, chief financial officer, 
703-841-7835, or e-mail, jallen@hq.caci.com; or other information, Jody 
Brown, public relations director, 703-841-7801, or e-mail, 
jbrown@hq.caci.com, both of CACI International/ 

(CACI) 

CO: CACI International; U.S. General Services Administration 
ST: Virginia 
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Alaska - The General Services Administration seeks a contractor for 
work generally involving abatement and disposal of hazardous materials and 
related refurbishing of areas affected in portions of the Federal Building 
located in Fairbanks. Specifically, the work will involve asbestos 
abatement in the corridors, lobbies, and a few adjacent areas; lead 
abatement which involves some painted surfaces in the work areas; 
chemical hazard abatement and disposal of light fixtures with 
PCB-containing ballasts; and selective demolition which includes removing 
carpet. It will also require new work , including carpet, paint, suspended 
ceiling systems and light fixtures. Contact: General Services 
Administration, Public Buildings Service , Customer Service Center, 
222 W. 7th Ave., Box 5, Anchorage, AK 99513. 
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... for contractor and worker accreditation haven't been developed yet. 

MAINE-The Department of Health Services has responsibility for lead 
poisoning control and investigates any home where a child has a lead blood 
level of 20 micrograms per deciliter; following investigation, the state 
may mandate abatement. Homeowners may perform their own abatements, but 
apartment building owners must use a certified contractor. The abatement 
must follow state criteria. The health department also licenses and 
certifies lead abatement contractors. 

Inspectors, abatement contractors , workers, supervisors, and design 
consultants must be licensed by the state to perform lead abatement work 
on houses. The rules implementing the law on certification and licensing 
are expected this fall. . . 
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...state-sponsored exam. 

MARYLAND-The Department of the Environment is responsible for 
overseeing lead abatement work . Since 1988, the department has had rules 
governing abatement methods and the training and certification of lead 
abatement inspectors, contractors , and workers. Even if a project 
involves renovation or simply repairing a home, if lead paint is present, 
the contractor must follow the state's lead abatement procedures. 

Maryland's contractor regulations cover the following... 

. . .other lead painted areas may be encapsulated; containment of lead dust 
and debris at the work site, and cleaning the site by washing with 
high-phosphate detergent and using a vacuum. . . 

...are 4 years old; last year 440,000 children were screened for blood lead 
levels. Fewer than 800 children were lead poisoned in 1992. 

Since 1990, the state has licensed lead inspectors, who must undergo 
three days of training and pass an exam. The state's policy provides for 
progressive discipline of contractors and others, beginning with a letter 
of warning. The state can also force abatement if there is lead paint in an 
apartment, and if a child is lead-poisoned, the assumption is the child 
developed the problem in that apartment, therefore holding the landlord 
liable. State law requires a landlord to remove lead paint from premises 
inhabited by any children aged 6 or younger. 

In reaction to the tough state laws, 
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... to its ultimate destination, PVCs now run over much more direct 

routes. Fewer hops means fewer bottlenecks-which, in turn, leads to 
less jitter in the voice signal. 

The economics of voice-over- frame work something like this. A company 
with its headquarters in New York and remote offices in Boston and Atlanta 
might incur roughly $500 worth of voice and fax toll costs each month, 
assuming an hour of phone time each day to each office. The incremental 
cost for adding voice/ fax to such a company's existing frame relay setup is 
approximately $5,500-an investment that pays for itself in just 11 months. 
After that, the company would continue to reap savings of $6,000 a year on 
its original investment. 

Sometimes, the savings can be even more dramatic. For example, 
corporations using frame relay for data links to other countries can use 
those links to eliminate significant international long distance costs. 
Those frame relay networks don't even have to involve multipoint 
connectivity to deliver bottom-line benefits. 

Frame relay voice circuits can also act as low-cost replacements for 
leased "tie" lines on ...a PBX at the central site. This is typically done 
when a single 800 number services multiple locations. With leased lines 
or switched services , the company has to pay for the routing of calls 
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from the main office to. . . 

...are even offering local dial tones at remote offices. In this type of 
solution, a customer with headquarters in Denver and sales offices in New 
York can eliminate long distance bills for phone calls made from 
headquarters to any number in the New York area . Calls bound for New York 
area codes get routed over the frame relay PVCs and are then connected to 
the local switched network. For companies with centralized telemarketing or 
call centers, the deployment of such a system can result in tremendous 
savings, even though configuring it to route calls properly can be an 
expensive proposition. 
A Complex Sale 

Of course, few real-world scenarios are as simple as the ones 
described above. Generally speaking, voice-over- frame is not sold as a 
simple add-on to an existing network. WAN resellers usually create complex 
networks that require a lot of homework to put together. 

It's important to note that the data side of the frame relay solution 
is quite complex in its own right. The different types of data services 
that a company may be deploying can include Ethernet and Token Ring LANs, 
SNA links for mainframes and AS/400s, as well as a whole range of 
proprietary protocols from legacy systems. Often, customers have separate 
communications facilities for each system. The beauty of frame relay is 
that-with the right equipment and the right technical support-diverse 
traffic types can be consolidated on a single, economical infrastructure. 
To justify the proposed WAN design, however, VARs must be able to specify 
exactly what type of equipment will be required and what CIR will be 
required for each PVC . They must also compare rates of all potential 
carriers in order to find the most cost-effective service provider or 
combination of providers . 

This is where a frame relay hardware vendor can be an important ally. 
Individual resellers may not be able to maintain the databases or the staff 
needed to effectively track and compare the many different possibilities. 
Thus, it's very helpful for a VAR to work with a vendor who can help design 
and cost a complex WAN. 

One thorny issue has to do with intra- and inter-LATA (local access 
and transport areas) offices. Companies that have remote offices both 
within their RBOC ' s region and outside of it often find themselves 
implementing two separate frame relay networks. That's because the RBOCs 
offer less expensive intra-LATA port costs than the national carriers, who 
really don't price nearby intra-LATA ports any less expensively than their 
distant inter-LATA ones. 

In theory, customers should be able to have their intra- and 
inter-LATA carriers interconnect to each other using the network-to-network 
interface (NNI) . But few frame relay providers support NNI . So instead, 
customers in this position end up with two network ports at central 
headquarters -one that connects to the inter-LATA offices and one that 
connects to the intra-LATA offices. Any traffic going between intra- and 
inter-LATA ports must travel to headquarters first and get switched there. 
That ends up forcing the customer to install expensive hardware at their 
main site. 

While all this presale analysis requires plenty of work, VARs are 
divided on whether or not they should charge for it. One school of thought 
holds that design and analysis are where the primary value is added, and it 
therefore makes sense to charge top dollar for the expertise involved. The 
other approach is to simply treat design as a presale cost-and to hope that 
the customer appreciates the work. Otherwise, prospects can take the 
proposed specifications and shop for equipment on price alone. 

Annuity Or Not 

VARs are also split on the issue of selling the network service 
itself. While some are attracted by the prospect of generating annuity 
income by acting as the frame relay carrier's agent and getting a 
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commission on the customer's ongoing use of the network, others see a 
downside to being associated with any individual service provider. "As soon 
as you pick one or two carriers , you become labeled as part of them, " says 
Jim Tedrick, president of Ft. Lauderdale, Fla. -based communications VAR 
Omnico, which implements voice in about 40 percent of its frame relay 
installations. "Our customer, on the other hand, may need to use as many as 
five different carriers in their network. We have to focus on doing what's 
best for them. " 

But for some, the revenue and provisioning support that comes with a 
carrier alliance is too compelling to resist. "When we go in with Sprint, 
they handle all the local loop ordering," says Choice Solutions' Embry, who 
resells Sprint's frame relay service. "They also give us the configuration 
tools, so that I can design a frame relay network including all of the 
tariffing. " 

Carrier pricing and packaging often influences resellers' choices. For 
example, some carriers allow customers to buy PVCs with a CIR of zero. This 
gives the customers the lowest possible price for the circuit. It also 
means that, theoretically, there could be times when no bandwidth at all 
would be available on the circuit. In reality, frame relay circuits never 
become 100 percent congested. But customers have to go into this type of 
arrangement with the understanding that the carrier won't guarantee a high 
level of performance when large bursts of traffic occur. 

Not all carriers offer this option. And many integrators prefer to 
steer their customers away from such cost reduction tactics, especially 
when delay-sensitive host data is involved. 

To further improve the delivery of voice and legacy protocols over 
frame relay networks, 
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help you set up or maintain a Web page? Not all providers offer 
Web-related services (design and support, for example) , but the majority 
supply "hosting capability"; that is, they maintain customers ' Web pages 
on their computer systems. Maintenance can include anything from providing 
space for a. . . 

...provider, the more assistance a user can expect. Many larger ISPs have 
in-house ancillary services , like Web design, content development, and 
technical support. Their design and development services range from 
providing a template of a generic page for customers to fill in, to 
designing a unique page from start to finish. 
Now that you . . . 

. . .you go to find it? Given the current Net mania, finding an ISP in your 
area shouldn't be a problem . Your local newspaper has probably run a 
roundup of regional providers in the past several... 

...store are a great source for names; and even the Yellow Pages likely 
contain a Ifew leads . 

If you want acomplete list of ISPs, you'll have to go to the... 
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...good resource is http://www.clarinet.com/iap/iapcode.htm. The site lists 
ISPs by area code and provides contact information and some prices. 
Another good place to start is 

http : //www. commerce . net : 80 /directories /products/ isp, which breaks down 
Internet service providers by geographic area and has links to their 
sites. A third is http://www.thelist.com. This site... 

...the better equipped you'll be to select from your list the ISP that will 
work best for you. 

Vladimir Edelman (vladimir edelman@incmag.com) is an editor for Inc. 
Online . 
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trained staff and equipment to cope with the contracts being 
undertaken at the same time. 

Clients will prefer a contractor whose personnel can speak the 
same language as the furnace operation or are proficient in. . . 

...suitable interpreter has to be engaged with some technical knowledge of 
the industry. 

Finally, the client will want to know the price the contractor 

will charge and if there are variable charges such as travel and 
subsistence, the level... 

. . .likely to be and in what currency he will require payment. 

In addition to the work required, the contractor will want to know 
the electricity supply characteristics and the available fuel... 

. . .that, if required, his personnel can obtain any necessary visas and 
passports and whether the client can give any assistance in obtaining 
them . 

Apart from the financial terms of payment to... 

...but his next premium payments will be higher. If the contractor takes 
out insurance, the client should check that cover is adequate for putting, 
matters right and also to cover loss of production if this is possible. 
There ...considered by the contractor and the appropriate equipment used, 
and normal cullet fill-on is less likely to lead to damage when blowers 
are used, when hot air is used as the transport medium. 
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... Payment Systems, "there is a requirement for high security 

certification authorities which are handling relatively few requests 
for certificates, mainly from other authorities. An example may be Visa or 
Mastercard, who may. . . 

...to certify (schemes) of member banks ... A bank may wish to offer an 
internet banking service to a selection of its customers . . . The 

global CA must perform all cryptographic processing in hardware and high 
levels of trust... 

. . .an internet business transaction. Digital signatures will play an 
important role in further enhancing the services such companies can 
offer . 

The main problem is liability. If a digital signature does get used 
by a their- -perhaps its owner ignored Skevington ' s advice and stored it on 
a stolen PC's hard disk--is liability borne by the front organisation which 
issued it, the certification authority running the scheme, the trading 
company involved in the fraud, or the user? 

Once digital signatures do materialise, and hopefully by this time 
next year we shall regard their full introduction as imminent, the 
remaining issue is one which has already been long recognised--that 
providing any data communications link from the LAN to the outside world 
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the ToolSource offers features like chat group "Tool Talk" and 
"Tool Exchange, " a swap online area where participants can trade their 
tools... the site also has a separate tool and automotive repair bookstore, 
toolsource . com/ 

Tools Online 

...this Web site is run by Wickes Lumber of Vernon Hills, Illinois, a 
home improvement chain of more than 100 stores in the Midwest... selection 
includes 130 power tools and 125 accessories ... the site is meant to 
complement Wickes ' s stores... but cybershoppers have an advantage... they 
can exchange email with Guy Bartnick, the chain's e-commerce handyman, 
toolsonline . com/ 

music & video 

They're not DOA yet, but traditional music CD outlets could be 
murdered by online shopping sites. "This is one industry that will be 
rocked by e-commerce," predicts Piper Jaffray's sill Burnham. Here's why: 
While online music revenues accounted for just $71 million of the $12 
billion Americans spent on music purchases in 96, analysts say online 
revenues will easily double this year Video shopping, meanwhile, is less 
important on the Net. Consumers appear to be waiting for bandwidth, due 
within the next two years, that will allow quick video downloading. 
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Winners 
Tower Records 

...commands 14% of the online music business, selling more than 
200,000 music titles and 3,000 music-video offerings from its site... a 
relationship with AOL helps this CD king rake in about $800,000 per month 
in e-commerce revenues, towerrecords.com/ 
Columbia House 

...was last year's second most popular site on the Web retail circuit 
(behind Amazon) . . .but to buy, customers have to join the Columbia House 
club... other drawbacks? ... selection isn't great, and it still takes two 
to three weeks to get a CD, just like the company's traditional club... if 
that isn't appealing, go to Total E, totale.com, Columbia House's newest 
site... selection is larger (185,000 music and video titles) and delivery 
speedier--overnight if you want... bonus: You don't have to join the club, 
columbiahouse . com/ 
losers 
Virgin 

... might have more than 60 megastores worldwide, but its U.S. Web 
site is far from world-class ... it just advertises the company... it's not a 
sales outlet... the company's usually savvy entrepreneur, Richard Branson, 
is surprisingly nonchalant about e-commerce. virginusa.com/ 
Blockbuster 

...is losing out, too... who wants to get online and search movie and 
music-video titles you can't buy or rent? blockbuster.com/ 
trailblazers . 
CDnow 

... was one of the first online-only CD sellers, and its market share 
reflects that... the 4-year-old company claims 33% of all Internet music 
sales... that translated into revenues of $17.4 million last year, up from 
$6.3 million the year bef ore ... with more than 250,000 CD titles, CDnow is 
looking to expand ... just went public, cdnow.com/ 
N2K 

... has Paul Allen of Microsoft fame as an investor, and $66.5 million 
in the bank, thanks to an October 1997 IPO... sales last year were just 
$11.2 million, but its exclusive deal with search engine Excite is giving 
N2K (for "need to know") more visibility... revenue estimates are as high 
as $48 million this year, n2k.com/ 
Reel 

... could pose a threat to Blockbuster... the Berkeley, 
California-based company has 35,000 movies available for rent on its site 
and sells about 85,000 videos a year through the Internet ... but customers 
have to pay a hefty UPS charge ($15.50 for next-day air), and they must 
choose titles two to three nights in advance, reel.com/ 

sporting goods & equipment 
Most of its big players are still sitting in the bleachers, even 
though the country's $17.6 billion sports equipment industry is starting to 
join the online game. They shouldn't be. Commodity items such as golf or 
tennis balls are perfect for online retail. Golf clubs or skis are a 
different story. There's a "search and sort" component to shopping for 
these items, and delivery is a gating factor. Winning products in this 
segment ultimately may be hard-to-find sports memorabilia, college- and 
team-logo items, and targeted, niche sports equipment such as gear for 
mountain biking, snowboarding, or climbing. 

Winners 

L . L . Bean 

. . . this $1 billion preppy catalog company has successfully made the 
leap to the Net... at its site, consumers find equipment for camping, 
fishing, and summer and winter sports (as well as all those down-home, cozy 
clothing items )... ordering is simple... detailed product information is 
provided. . . and the pictures are clear and pretty, llbean.com/ 
RE I 
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... this outdoorsy Northwest-based co-op offers more than 7,000 
outdoor sporting and equipment items online... users can access information 
about REI-sponsored trips and classes, get co-op member updates, and shop, 
too... the Web site beat 32 of the coop's 49 stores in sales in 1997 and 
represented a good share of the company's $536 million in revenues last 
year, rei.com/ 
losers 

...two of the nation's biggest sports equipment deep-discounters--The 
Sports Authority and Sportmart--have Web sites... but neither uses the tool 
to sell ... Sports Authority CEO Jack Smith admits he doesn't know what to 
do with his company's site... "We've gotten a few hits," he says. "Isn't 
that what you call them? "... Talk about being behind the 
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... when they leave "one of the masters," as long as they have 

permission to show work produced while on staff. "I tell clients that 
the first person who bought the Picasso with the third eye got the best... 

...consulting jobs before moving them to larger projects." Schoenfeld 
expects five years* independent practice. 

Referral services may require four or five recent business and 
client references each, which the agents not only confirm but also 
encourage prospective clients to check by asking how the designer handled 
problems that may have arisen on previous... 

...a lot of hideous portfolios, and if it scares me, it certainly will 
scare the client ." If a designer doesn't care enough to take pictures and 
document past work , says Fisher, "I don't care about that designer." 
Rosen believes photography may not be as important in Florida, where she 
has made matches over the phone with prospective clients in a rush. 

The agent /designer contract generally is a letter of agreement, fairly 
loose for Fisher, who feels designers are family, but more inclusive for 
Rosen, who hopes to avoid future problems. Theoretically written for one 
year, the agreements tend to go on indefinitely, or until an agent stops 
recommending, or a designer asks that a portfolio be returned. 

In addition to advertising and word of mouth, Fisher attracts clients 
by giving speeches and courses, Block works the showhouses and uses realtor 
and contractor mailing lists, and Rosen publishes the 168-page full-color 
"Design & Decoration: the South Florida Source Book, " which not only whets 
appetites but also provides a great excuse for book signings. "Book 
signings," she says, "are extremely popular in Florida." Realtors give the 
sourcebook away by the thousands . 

Once the client and the designer have made a happy match, the agents 
continue to be available - gratis - to help iron out misunderstandings. As 
Schoenfeld says, "the outflow of money can make anyone hysterical." 
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selling and more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers) and 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time, they can conduct 
their own research, tailored to their individual needs, and comparison-shop 
for the precise coverage they need from the convenience of their home 
computers whenever they choose . 

Darrell J. Ticehurst is a founder and president of Strategic Concepts 
Corp., which recently launched InsWeb, a centralized insurance industry 
information and marketplace source on the Internet. 
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... selling an more time writing. 

Insurance-connected professionals (doctors, lawyers, accountants, 
continuing education suppliers) and service providers (appraisers, auto 
mechanics and many others) win because they can publish, educate and 
communicate far more economically on the Internet than on paper, on the 
phone or in person. 

Finally, consumers win, because for the first time they can conduct 
their own research, tailored to their individual needs, and comparison-shop 
for the precise coverage they, need from the convenience of their home 
computers whenever they choose . 

RELATED ARTICLE: Some Internet Terminology 

Hypertext: Words and phrases, highlighted to stand out from 
surrounding text (they usually appear as blue characters) . They are links 
to related materials on the same or other Websites. When the user points 
the mouse to the highlighted word and clicks on it, the related information 
is found and displayed. 

Browsers: Software programs that tie all the hypertext and graphics 
together in one place and reside in each user's personal computer or 
workstation. All Internet providers, such as America OnLine or CompuServe, 
have browser programs available with their service. Netscape and Microsoft 
have more user-capable browser software. 
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Firewalls: Gateway computers programmed to block unwanted access to 
company programs from the Internet (such as by hackers) . 

Bastion servers: Computers that insulate the telecommunications 
traffic on the "public" side of the firewall from hackers. 

Darrell J. Ticehurst is a founder and president of Strategic Concepts 
Corp., which recently launched InsWeb (http:// www.insweb.com/), a 
centralized insurance industry information and marketplace source on the 
Internet . 



11/3, K/15 (Item 6 from file: 148) 

DIALOG(R) File 148:Gale Group Trade & Industry DB 
<c)2006 The Gale Group. All rts . reserv. 

07917211 SUPPLIER NUMBER: 16818220 (USE FORMAT 7 OR 9 FOR FULL TEXT) 

Double your money in 5 years. (Cover Story) 

Edgerton, Jerry 
Money, v24, n5 , p90(6) 
May, 1995 

DOCUMENT TYPE: Cover Story ISSN: 0149-4953 LANGUAGE: ENGLISH 

RECORD TYPE: FULLTEXT; ABSTRACT 

WORD COUNT: 3205 LINE COUNT: 00246 



11/3, K/16 (Item 7 from file: 148) 

DIALOG(R) File 148:Gale Group Trade & Industry DB 
(c)2006 The Gale Group. All rts. reserv. 



07492126 SUPPLIER NUMBER: 15669901 

Remediating lead-based paint. 

Walton, Dorothy 

Journal of Property Management, v59, n4 , 
July- August, 1994 

ISSN: 0022-3905 LANGUAGE: ENGLISH 

WORD COUNT: 3786 LINE COUNT: 00301 



(USE FORMAT 7 OR 9 FOR FULL TEXT) 
pl6(5) 

RECORD TYPE: FULLTEXT; ABSTRACT 



... it into windows. Lead from outside, according to Lehne, is thought 

to contribute to at least 50 percent of the lead found inside 
lead-contaminated apartment units. 

The most effective remediation method for lead in soil is to have the 
soil hauled away. Burger used this method when lead was found on a property 
adjacent to a day-care playground. The operation involved taking out 18 
inches of soil and replacing it with fresh topsoil. 

Unfortunately, hauling away lead-contaminated soil is often 
cost-prohibitive, especially if a lab determines that the soil is hazardous 
waste according to EPA standards. States Cali, "We just don't have enough 
hazardous waste dumps in the world to get rid of huge amounts of soil." In 
Illinois, says Cali, if soil is classified as hazardous waste, removing it 
costs between $250 and $500 per barrel. 

Putting in sod or other ground cover is also an option. While you do 
not rid the soil of lead this way, you at least make the lead inaccessible 
to children who play in the dirt and you prevent the lead from being 
tracked inside a building. 

Conclusion 

Lead-based hazards from paint, soil, or water could pose a serious 
threat to the well-being of residents. While keeping lead paint in check is 
essential, abatement is not always necessary. 

Remediation procedures performed incorrectly may cause a greater 
hazard than lead left in place. Monitoring surfaces painted with lead 
regularly to ensure they remain intact is often the best course of action. 

Unlike intact, undisturbed lead paint, lead in a water supply enters 
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the food chain directly. Ridding water of hazardous lead levels is 
therefore vital. 

Finally, dangerous levels of lead in soil create a problem for 
residents not only because children tend to play in dirt, but because lead 
usually remains on the soil surface and often finds its way into apartment 
units . 

Dorothy Walton is a writer with First Analysis Corporation, Chicago. 
She develops investor reports on companies in the environmental services, 
special chemicals, and communications areas. She was previously a 
developmental editor with the Institute of Real Estate Management. 
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... or sending diskettes. Clients can copy references they want into 

the order form or at least append listings to request forms. The 
library can package instructions to clients with search results or provide 
them online . . . 

...the files used in a specific search. 

At the very least, document delivery staff should work with 
reference librarians to make sure that all the information they need will 
appear on the search results sent to clients . I shall never forget the 
look on an acquisition librarian's face when she found me carefully editing 
off ISBN numbers before sending a printout to a client . I thought they 
made the search look tacky. Besides, the client wouldn't know what to do 
with them. (And that's no kind of language... 

...few weeks later, no one could have been less interested than the ILL 
runner. If clients receive search results in printout form, they should 
at least be instructed to send or... 

...holdings information as the first step in search - not the last. If they 
expect the client check the online public access catalog, perhaps they 
should verify the performance of this initial search and evaluated the 
strategy before they conduct an external database search. 

The library catalog may not be the only collection access tool you 
should consider. What about an electronic copy of searches done by ... 
topics and requesters when they get a number of orders from one party. If 
something matches , even the search features in standard word processing 
software should be able to find a specific citation. 

Rule Two: Buy Cheap 

Many sources make many bargains. Bibliographic citations are not 
copyrightable, producing a relatively low cost opportunity for database 
builders. Major research libraries have placed their catalogs online over 
the Internet often for minimal costs . The federal government dispenses MARC 
tapes widely. All in all, you may find a cheaper route to the same date 
than traditional commercial dial-up services, maybe even one that promises 
greater currency than CD-ROM copies of bibliographic databases . 

In general, when looking for cheaper sources, don't make it too 
complicated. Add training, learning, and searching time and costs to your 
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cost estimates. Usually the big bibliographic megabases provide the best 
value by minimizing the numbers of databases to search. I call these files 
"format databases" because they usually include material based on document 
type of rather than subject focus. For example, for monographs we have 
Books in Print, British Books in Print, National Technical Information 
Service (NTIS for federally funded research studies), the U.S. Government 
Printing Office Monthly Catalog and Publications Reference File (for 
federal government documents), Library of Congress MARC, UTLAS ' ReMARC, and 
so forth. Some search operations may choose to add more files to the basic 
list. For example, Congressional Information Service (CIS) Index analytics 
to Congressional documents might make it a basic megabase for a federal 
depository library. 

In the area of periodical databases, Information Access Company (IAC) 
and the Institute for Scientific Information (ISI) seem to divide up the 
universe pretty evenly. IAC ' s databases - Magazine Index, Trade and 
Industry Index, Legal Resource Index, Newsearch - cover most of the popular 
and trade press. ISI's files - Science Citation Index or SCISearch, Social 
SCISearch, Arts and Humanities Citation Index, Current Contents - cover 
most English language scholarly journals. Recently IAC has been shoving 
into ISI country with Academic Index. Of course, H.W. Wilson Company's 
classic indexes fill every library's shelves in print form. In electronic 
form, Wilson has had more luck selling its bibliographic data through 
CD-ROM than through its house dial-up online service, Wilsonline. Recently, 
Wilson tossed in the towel on their in-house only policy by offering their 
databases for general lease. So far OCLC and BRS have picked up most 
titles. Online, however, Wilson databases have none of the antiquity of 
their print coverage. In fact IAC and ISI go back much further in coverage. 
Some librarians may insist on including newspapers as part of basic serial 
coverage. IAC dominates with National Newspaper Index, though UMI 1 s 
Newspaper and Periodical Abstracts covers more titles. 

If you want to buy cheap, you'll have to shop around. Cost decisions 
change depending on different conditions. Do you expect clients to search 
the databases? Will the library absorb the cost of bibliographic 
verification online or charge back to clients? Do you have the equipment to 
support DC-ROM or will you need to buy it? Can you justify the equipment 
purchase for the DC-ROM alone or do you need to expand its utility? Can you 
cut a deal with a dial-up vendor? Can you load a database on central 
computers for networking throughout your facility? 

If you decide to deal with a commercial vendor, you must decide how 
much value to place on single-source simplicities in staff training, staff 
skill maintenance, bill management, and other factors. If the value is 
high, then DIALOG has all the databases we've mentioned and dominates the 
arena of bibliographic databases. 

On the other hand, if every dollar must do the work of two these 
days, you may want to keep looking. At present, the best values in online 
bibliographic verification probably lie in Internet connections to research 
library OPACs and to CARL (Colorado Alliance of Research Libraries) 
System's Uncover database. The UnCover file carries over 3,000,000 
citations to over 12,000 titles updated usually within forty-eight hours of 
reception of an issue - and all for only $900 a year unlimited usage. CARL 
Systems people will even annotate listings to reflect what your library 
holds and provide fax-only document delivery for every item listed. 
However, UnCover inclusion rules may be narrower than ISI's or other 
commercial providers. For example, columns and letters to the editor may 
receive coverage in a Citation Index database where UnCover might skip 
them. On the other hand, you could use commercial files as a backup when 
and if UnCover fails. 

If you decide to buy a CD-ROM file, you might want to give some 
preference to a good hybrid. Hybrid CD-ROMs allow you to use the disk up to 
the limits of its coverage then move into dial-up for more current or 
archived listings. This can combine the best of both worlds. But whatever 
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your decision, do not make it so permanent that you do not re-examine it in 
the light of new, competitive products or services. Nor should you make it 
so transient that part-time searchers cannot maximize the value of their 
learning time. 

Next month, more Cheapskate Rules for tough times. 
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. . . the systems alternatives for investment management are diverse, a 

prudent analysis of available technologies and service providers can 
help an insurer make a selection that will meet its functional objectives 
at reasonable cost. Insurance companies that succeed in meeting their 
securities investment software and service requirements will have 
balanced business requirements and technology strategies with their budgets 
and the available products in the marketplace. 

JOHN L. JOHNSEN and JACK W. TYNIEC are managing directors of 
Technology Consultants, Fort Lee, N.J. 
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... no cost . 

* Ask the public water supply company what it is doing to make water 
less corrosive. 

More information about lead in drinking water and how to remove it 
from home plumbing systems is available from EPA's Safe Drinking Water 
hotline, (800) 426-4791. 
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... must be good information. Accuracy of data is critical. 

Questionable data or information that is less than sure can lead to a 
less than optimal design. Design changes that require trade-offs are 
expected in this process. However, design changes that occur because of 
accurate information defeat the purpose of the system. 

Once the information is distributed, it must be acted upon by other 
team members. Likewise, each team member must understand how his function 
fits with each of the other functions and how he can help them enhance the 
other team members' part of the effort. 

Goals must be well defined. This includes as much of the physical and 
functional requirements for the product as possible. It should also include 
assembly requirements, cost restrictions, schedule needs and anything else 
relevant to the production of the part. 

How well does 
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service territory. To participate, customers should be able to 
reduce their electricity consumption by at least 2 00 kilowatts upon 
request . 

Enthusiastic response 

Obeiter says, "The response to NEES ' 'Partners in Energy Planning* 
program has been fantastic. Part of the response has to do with the fact 
that businesses in New England recognize we do have some very real supply 
problems and they sense some social responsibility. But they also 
participate in our programs because it makes good business sense as well." 

The real measure of NEES' success, however, comes in the -interest 
from other utilities. As a result, Obeiter concludes, "I would categorize 
New England Electric as being an industry leader in conservation and load 
management . " 
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. . . this technique in claims disputes have discovered the productivity 

loss figures often will be significantly less than most contractors ' 
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original requests for compensation. 

Since most construction claims disputes almost always come down to 
the question of . . . 

...support of a particular position. It is critical, however, that data 
extrapolated from project records match up carefully with those records. 
Failure to do so will almost . . .cast into doubt the validity of not only 
the analytical approach taken, but also the owner 's entire claims 
position . 

Valuable for active projects, too 
Owners and their agents can also use this labor productivity 
analysis methodology to determine labor productivity trends on projects 
currently under construction. Such analyses can help the owner identify 
potential construction problems in the early stages, thus providing the 
opportunity for quick remedial action. (Many times this construction 
monitoring approach will indicate a contractor is in trouble even before 
the contractor is aware of it.) As a result, potential costly claims 
situations can be mitigated, or even eliminated; and the project's 
profitability can be maintained, or even enhanced. 

Construction delay claims 

Along with loss of productivity disputes, another everyday 
construction claim problem concerns the question of project work delays 
(known as schedule impact delays) . A contractor may argue, for example, the 
owner significantly delayed work progress on the project by failing, in a 
timely fashion, to furnish essential architectural or engineering plans, 
secure required easements, approve and return shop drawings, and so on. As 
a result, equipment and workers stood idle on the job, at a large and 
unanticipated expense to the construction company. Again, it asks for 
millions of dollars in damages. 

Responding, the owner may contend -- while these delays did in fact 
occur -- they were far less critical than the contractor contends and in no 
way should represent millions of dollars in additional equipment rentals, 
plus other extended field site and home office overheads. 

Schedule impact delay analysis 

If the owner's position is a viable one, it should authorize a 
schedule impact delay analysis study. This is a specialized examination of 
all active CPM (Critical Path Method) schedules, used for the planning, 
scheduling, and monitoring of work progress on the project; along with a 
further investigation of all project delays. This schedule analysis 
technique can be used to determine the exact duration of delays, and their 
effect on the overall project completion date. 

Though complex in execution, a CPM schedule delay impact analysis is 
based on a simple and straighf orward concept. From project records, an "As 
Built" schedule can be developed showing the project as it was actually 
built, including all interruptions and delays to construction progress, 
whether caused by owner or contractor or due to other factors (severe 
weather, strike, etc.). 

Once the As Built schedule is developed, it can be adj usted, using 
computer techniques (attempting to do this manually is virtually 
impossible), to exclude the effects of all contractor-caused delays, along 
with all excusable (non- compensable) delays, on the project completion 
date. The result will show how only the various owner-caused delays 
affected the completion date for the project. From this, an accurate damage 
calculation can be developed indicating the amount of money reasonably due 
the contractor to cover its extended overhead costs. 

Like the damage amounts previously established through labor 
productivity analysis, such extended cost figures will also normally be far 
less than most contractors' original requests for project delay 
compensation . 

It should not be assumed contractors try to purposely mislead in 
their claims requests for construction damages, however (putting aside 
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those contractors bidding jobs at or close to cost who attempt to make up 
their profits through a series of construction claims against owners) . Some 
contractors simply have no idea how to properly develop strong technical 
entitlement positions to support their individual construction claims 
demands . 

Total cost approach 

Because of this lack of knowledge, contractors often adopt a "Total 
Cost Approach" for their claims demands — i.e., they insist owners be held 
responsible for any costs incurred over and above original estimates. The 
rationale for this strategy, in simple terms, usually goes like this: "We 
know the owner delayed us from time to time on the project, and since we 
went over budget by X dollars, then the owner must be responsible for the 
difference . " 

The problem with this Total Cost Approach strategy for the contractor 
is it often moves the presentation of its position away from a solid 
technical base. The contractor knows money was lost on the project; but 
because of the Total Cost Approach, the contractor does not see the need to 
carefully analyze exactly what went wrong on the project. As a result, the 
contractor often ends up trying to win a case on the basis of conjecture 
and opinion. 

That is why the Total Cost Approach, as adopted by contractors, 
presents owners with outstanding opportunities to prove their own positions 
in construction claims disputes. If the individual owner can establish, 
through careful analysis, the contractor was productive on a portion of the 
project where the company claims it wasn't; or prove owner-caused delays 
contributed far less to the overall project delay than the contractor 
contends, then the owner can throw the contractor's entire claims position 
into doubt . 

Equally important, the solid technical approach the owner has adopted 
to support its own claims position will contrast favorably with the 
questionable hypotheses, shaky speculations, and unsubstantiated facts upon 
which some contractors often base their own claims positions. This is 
particularly true when a decision must be reached concerning a construction 
cla ims dispute. Judges, juries, and panels prefer to make their decisions 
on the basis of presentations rooted firmly in the facts. That is what this 
suggested methodology -- based on well-established evaluative principles, 
along with data derived from the contractor's own work records -- is all 
about . 

And that is why the analytical results identified -- in easily 
understood charts and graphs -- can go a long way to establish credibility 
for an owner's technical position concerning a construction claims dispute. 
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... and review other lead generation tools. This can include talking to 

ad agencies, purchasing a few books on the various lead generation 
tools, subscribing to business marketing publications, and assessing what 
the competition is doing in generating leads. Third, the contractor should 
specify in writing his target audiences for each construction service 
offered by his company. This step is critical in developing a more focused 
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lead generation program that will yield the best qualified leads for 
additional follow-up . 

Finally, the contractor must develop a written creative strategy that 
incorporates three or four of the possible lead generation tools into a 
multiple dimensioned lead generation program. 

By following such a procedure a contractor will be rewarded with more 
leads. And leads are the basis upon which a contractor can begin building a 
program for a more sustained volume of bids and construction proposals. 
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... us. " homedepot . com/ 

HomeBase 

... isn't selling from its Web site, either ... "We ' ve had less than 
five requests for online shopping, " claims PR manager Marie Karesen 
Connell . homebase . com/ 
trailblazers 
ToolSource 
. . . calls itself . . . 

...the ToolSource offers features like chat group "Tool Talk" and "Tool 
Exchange," a swap online area where participants can trade their tools... 
the site also has a separate tool and automotive... 

...Vernon Hills, Illinois, a home improvement chain of more than 100 stores 
in the Midwest... selection includes 130 power tools and 125 
accessories ... the site is meant to complement Wickes ' s . . . 

. . .have an advantage. . . they can exchange email with Guy Bartnick, the 
chain's e-commerce handyman . toolsonline.com/ 
music &. video 

They're not DOA yet, but traditional music CD outlets could be 
murdered by online shopping sites. "This is one industry that will be 
rocked by e-commerce," predicts Piper Jaffray's sill Burnham. Here's why: 
While online music revenues accounted for just $71 million of the $12 
billion Americans spent on music purchases in 96, analysts say online 
revenues will easily double this year Video shopping, meanwhile, is less 
important on the Net. Consumers appear to be waiting for bandwidth, due 
within the next two years, that will allow quick video downloading. 

Winners 

Tower Records 

...commands 14% of the online music business, selling more than 
200,000 music titles and 3,000 music-video offerings from its site... a 
relationship with AOL helps this CD king rake in about $800,000 per month 
in e-commerce revenues, towerrecords.com/ 
Columbia House 

...was last year's second most popular site on the Web retail circuit 
(behind Amazon) . . .but to buy, customers have to join the Columbia House 
club... other drawbacks? ... selection isn't great, and it still takes two 
to three weeks to get a CD, just like the company's traditional club... if 
that isn't appealing, go to Total. E, totale.com, Columbia House's newest 
site... selection is larger (185,000 music and video titles) and delivery 
speedier- -overnight if you want... bonus: You don't have to join the club, 
columbiahouse . com/ 

losers 

Virgin 

... might have more than 60 megastores worldwide, but its U.S. Web 
site is far from world-class ... it just advertises the company... it's not a 
sales out let... the company's usually savvy entrepreneur, Richard Branson, 
is surprisingly nonchalant about e-commerce. virginusa.com/ 
Blockbuster 



JMB 



31-Mar-06 



EIC 3600 



Dialog Search 



...is losing out, too... who wants to get online and search movie and 
music-video titles you can't buy or rent? blockbuster.com/ 
trailblazers 
CDnow 

... was one of the first online-only CD sellers, and its market share 
reflects that. . . the 4-year-old company claims 33% of all Internet music 
sales... that translated into revenues of $17.4 million last year, up from 
$6.3 million the year bef ore .. .with more than 250,000 CD titles, CDnow is 
looking to expand ... just went public, cdnow.com/ 
N2K 

... has Paul Allen of Microsoft fame as an investor, and $66.5 million 
in the bank, thanks to an October 1997 IPO... sales last year were just 
$11.2 million, but its exclusive deal with search engine Excite is giving 
N2K (for "need to know") more visibility... revenue estimates are as high 
as $48 million this year, n2k.com/ 
Reel 

... could pose a threat to Blockbuster... the Berkeley, 
California-based company has 3 5,000 movies available for rent on its site 
and sells about 85,000 videos a year through the Internet ... but customers 
have to pay a hefty UPS charge ($15.50 for next-day air), and they must 
choose titles two to three nights in advance, reel.com/ 

sporting goods & equipment 
Most of its big players are still sitting in the bleachers, even 
though the country's $17.6 billion sports equipment industry is starting to 
join the online game. They shouldn't be. Commodity items such as golf or 
tennis balls are perfect for online retail. Golf clubs or skis are a 
different story. There's a "search and sort" component to shopping for 
these items, and delivery is a gating factor. Winning products in this 
segment ultimately may be hard- to- find sports memorabilia, college- and 
team-logo items, and targeted, niche sports equipment such as gear for 
mountain biking, snowboarding, or climbing. 

Winners 

L.L. Bean 

. . . this $1 billion preppy catalog company has successfully made the 
leap to the Net... at its site, consumers find equipment for camping, 
fishing, and summer and winter sports (as well as all those down-home, cozy 
clothing items )... ordering is simple... detailed product information is 
provided... and the pictures are clear and pretty, llbean.com/ 
RE I 

... this outdoorsy Northwest-based co-op offers more than 7,000 
outdoor sporting and equipment items online... users can access information 
about REI-sponsored trips and classes, get co-op member updates, and shop, 
too... the Web site beat 32 of the coop's 49 stores in sales in 1997 and 
represented a good share of the company's $53 6 million in revenues last 
year, rei.com/ 
losers 

...two of the nation's biggest sports equipment deep-discounters--The 
Sports Authority and Sportmart--have Web sites... but neither uses the tool 
to sell ... Sports Authority CEO Jack Smith admits he doesn't know what to 
do with his company's site... "We've gotten a few hits," he says. "Isn't 
that what you call them? "... Talk about being behind the 
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... salespeople aren't permitted to receive incentive payments from 

real estate brokers or other settlement service providers. Salespeople 
may be paid for settlement services rendered if their state's mortgage 
broker or other laws permit the activity. 

2. Office space rental - Real estate offices that lease space to 
settlement service providers must charge the general market value of 
the space leased. That means general market rates... 

...Rent can't be based on the quantity or value of business generated from 
the location . 

3. Computerized loan origination systems - Consumers can pay for CLO 
services and be reimbursed by the lender. Settlement service providers 

, such as mortgage companies, may pay for goods or facilities actually 
furnished or services actually performed by the CLO operator, which might 
be a real estate brokerage. 
Settlement provider... 

. . .on a CLO system must be presented in a neutral display to avoid 
influencing the selection . For example, one lender shouldn't always 
appear at the top of a list of . . . 

. . .products . 

4. Disclosure - The new controlled business arrangement disclosure 
form that must be given to consumers says: 

You are NOT required to use (provider) as a condition for (settlement 
of your. . . 

. . .on) (or) (purchase, sale, or refinance of) the subject property. THERE 
ARE FREQUENTLY OTHER SETTLEMENT SERVICE PROVIDERS AVAILABLE WITH 
SIMILAR SERVICES . YOU ARE FREE TO SHOP AROUND TO DETERMINE THAT YOU ARE 
RECEIVING THE BEST SERVICES AND THE BEST RATE FOR THESE SERVICES . 

5. Retaliation - HUD concluded that RESPA doesn't give it authority to 
prohibit retaliation against... 

...t refer business to affiliated entries had claimed they faced reprisals, 
including loss of benefits, fewer sales leads , higher desk fees, less 
desirable work space, and job loss. 

6. Lender lockout - HUD concluded that RESPA doesn't give it authority 
to regulate access to the offices of settlement service providers to 
require companies to help others in their marketing activity. Settlement 
service providers had alleged they were being excluded from, or locked out 
of, businesses where they might find customers , Most frequently, they 
claimed, lenders were being excluded from real estate offices that had 
leased space to other lenders . 

Compiled by RESPA specialists in NAR's Government Relations Division. 

For more information on the regulations, call NAR's fax-on-demand for 
members, 402/351-9922, and request document 6. 

RELATED ARTICLE: WHEN BUSINESS IS A SHAM 

HUD issued a list of factors it weighs to determine whether a joint 
venture or controlled business arrangement is a sham designed to avoid 
RESPA* s prohibition on referral fees. No single factor determines whether 
an arrangement is a sham, but HUD considers whether the new entity 

* Has sufficient initial capital and net worth, typical in the 
industry, to conduct the settlement service business for which it was 
created. 

* Has its own employees. Or are any employees "loaned" from one of 
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the parent providers? 

* Manages its own business affairs. Or is it run, for the parent 
making the referrals, by an entity that helped create it? 

* Has an office that's separate from that of the parent providers. If 
not, does it pay a general market value rent for the facilities furnished? 

* Provides substantial services for which it receives a fee. Does it 
incur the risks and receive the rewards of comparable enterprises in the 
market? 

* Performs substantial services. Or does it contract out work? If so, 
how much is contracted out? 

* Contracts out some of its essential functions to an independent 
third party. Or are the services contracted to a parent, affiliated 
provider, or entity that helped create the entity? If functions are 
contracted to an interested party, does that party provide functions of 
value to the settlement process? 

* Pays a party to which it contracts work an amount that bears a 
reasonable relationship to the value of the services or goods received. Or 
does the other party provide services or goods at a charge such that the 
new entity is receiving a "thing of value" for referring settlement service 
business to the party performing the service? 

* Actively competes in the market for business. Does it try to get 
business from settlement service providers other than the one that created 
it? 

* Sends business exclusively to one of the settlement service 
providers that created it. Or does it send business to a number of 
entities? 
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... all levels -- federal, state, and local. These various companies 

and organizations offer an array of services to help small- and 
medium- si zed companies compete in the federal government contract 
procurement arena, too. 

A Premier Bid Service Company 

BidNet, a 10-year-old company located in Albany, New York, gathers 
more than. . . 

...month from more than 3,000 state and local government agencies. Their 
collection includes bid requests from lesser known agencies most 
companies have never heard of. They encompass housing authorities, 
colleges, school districts... 

...centralized.... But, state and local information is decentralized and to 
get the information needed by contractors who work both locally or 
nationwide, takes much more effort." Ansell also asserts that those 
responsible for getting government business "just don't have time to search 
for bid opportunities." 

One service offered by BidNet is the Bid Alert, which, to my mind, 
serves as contains only select , essential information taken from the 
description of government contracts. It identifies the quantity required, 
delivery. . . 
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...at "MBE or WBE (minority or women based enterprises) ." Bid Alerts are 
based on predetermined customer profiles. 

BidNet does all the research for you and clients pay an annual fee 
ranging from $ 150 to $ 1,700, depending on geographic scope and needs. 
Although many large companies use this customized service , BidNet* s low 
annual fees enable even small- and medium-sized companies to enter the 
competition for government contracts. Ansell says, "Internet did us a big 
favor because now so many agencies are making bids and notices available 
there . " 

He further claims that: 

"Although the Net means more accessibility for more people, most of 
our clients are national companies who want opportunities from all over. 
Although the Internet offers one potentially good solution, it is often 
still difficult to use and requires going from one site to the next. With 
bulletin boards they are usually very easy and fast to use but do require 
direct dial to each one. " 

Ansell explains that the procedures involved in tracking these 
opportunities could equal a full-time job at $30,000 to $40, 
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connects them; in old toys and furniture; and even on the clothing 
of those whose work brings them into contact with lead (some construction 
workers, for example). The frightening thing is... 

...or for preparing infant formula and beverages; lead is more concentrated 
in hot water. * Water filters don't always help; run cold water at least 
15 to 3 0 seconds before drinking. . . 

...Prepare balanced meals high in iron and calcium so that children's 
bodies will absorb less lead . * Keep windowsills, frames and other 
surfaces clean to reduce likelihood of lead buildup. * Give pacifiers... 
...playthings regular baths. * Alert your landlord about peeling or 
chipping paint; if you're a homeowner with verified lead hazards, hire a 
certified lead- abatement contractor to fix things. Do not take matters 
into your own hands. Call (800) 424-LEAD for more information. 
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ABSTRACT: A guide to Internet service providers (ISPs) is presented. 
Users seeking to connect to the Internet begin with a computer, a... 

...software. The type of access provider chosen will depend on the user's 
needs. Online services such as America Online are best for meeting people 
because they have good chat facilities, forums and E-mail; this value-added 
content costs considerably more than service from 'pure' ISPs, who 
usually have flat or low hourly rates. Thousands of ISPs operate 
nationally, regionally and locally. Potential customers should ask for a 
dial-up account, a flat-rate plan and a local phone. . . 

. . .offer support for personal Web pages and virtual domains and should let 
users mix and match their own connection software, such as E-mail 
clients and Web browsers. 

TEXT: 

...out. We've done the legwork for you, and we've come up with a few 
surefire recommendations .We evaluated the services of hundreds of 
providers, large and small, and established some baselines for services, 
pricing, and availability. We also signed up with some of the top national 
providers and tested their service. Somewhere along the Tl lines and SLIP 
connections, we came up with a few guidelines on where to look, what to 
look for, what questions to ask, how to survive the jargon, and how to 
avoid road hazards . 

... to have one nowadays . Then make sure your ISP offers some form of 

personal page service , whether for additional fees or as part of the 
account--pref erably the latter. If you. . . 

...looks something like yourname@the--isp ' s --name . com. If you're a 
small-business owner , you may want to replace the domain name (the part 
after the @ sign) with the... 

...as long as you hold on to that domain name. 
Get the Best Software 

Your service provider should outfit you with all the software you 
need to get and work online. In addition to the driver /protocol software 
(Winsock, TCP/IP), you need the following... 

. . .Communications . ) 

Don't sign up with any ISP that doesn't let you mix and match 
software at will. If you're forced to use the provider's own tools, get 
another ISP. 

Mail client. In computer speak, a client is an application that 
communicates with a corresponding program on the server side. Your e-mail 
resides on the ISP's server, and you read and write it with a client. The 
most popular one is Eudora. If you don't like the mail client your provider 
gives you, take our advice and download Eudora Lite from PC World Online 's 
site and see if you like it better. It's free. If you're using Windows 95, 
you can configure Exchange to handle your mail. 

No matter how reputable your provider is, your e-mail may be read by 
less-than-scrupulous employees. Even if you erase your incoming mail 
immediately upon receipt (which is an option you can set in Eudora Lite) , 
it may have already been backed up to tape as part of a regularly scheduled 
server backup, and anybody can read it if they put their criminal mind to 
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it. To secure your e-mail, you might want to consider using the modestly 
named Pretty Good Privacy, an e-mail encryption program. You can find out 
more about the much-acclaimed PGP on the Massachusetts Institute of 
Technology's Web site (http://web .mit.edu/network /pgp.html). While you 
are there, you can download this powerful program, which is free for 
noncommercial use. 

Newsreader. Usenet newsgroups require special software; an e-mail 
client won't do. Ideally, your newsreader would be an offline reader that 
retrieves newsgroups messages (called articles) and then disconnects, 
letting 
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. . . help you set up or maintain a Web page? Not all providers offer 

Web-related services (design and support, for example) , but the majority 
supply "hosting capability"; that is, they maintain customers ' Web pages 
on their computer systems. Maintenance can include anything from providing 
space for a . . . 

...provider, the more assistance a user can expect. Many larger ISPs have 
in-house ancillary services , like Web design, content development, and 
technical support. Their design and development services range from 
providing a template of a generic page for customers to fill . . .you go to 
find it? Given the current Net mania, finding an ISP in your area 
shouldn't be a problem . Your local newspaper has probably run a roundup 
of regional providers in the past several... 

...store are a great source for names; and even the Yellow Pages likely 
contain a few leads . 

If you want a complete list of ISPs, you'll have to go to the... 

...good resource is http://www.clarinet.com/iap /iapcode . htm. The site 
lists ISPs by area code and provides contact information and some prices. 
Another good place to start is http://www .commerce.net : 80/directories 
/products /isp, which breaks down Internet service providers by 
geographic area and has links to their sites. A third is 
http://www.thelist.com. This site... 

...the better equipped you'll be to select from your list the ISP that will 
work best for you. 

Vladimir Edelman <vladimir_edelman incmag.com) is an editor for Inc. 
Online . 
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and word indexing. The former preserves the original context but 
assumes that users know at least the lead term (Is it Pacific Hawaii 
University or Hawaii Pacific University?) . The latter works for those who 
know a word or two from the compound term. However, the index does not show 
the full entry, but only the individual words, i.e., it loses the context. 
Permuted indexes have an entry under every component word of a compound 
term, except for stopwords (Figure 3). 

I wish Ovid would implement this type of indexing in all its 
databases, and would extend it to fields other than the descriptor field. 
It can be very effective for such fields as author affiliation, journal 
name, sponsoring agency, publisher, etc. These indexes can be looked up 
using the ROOT and PTX commands (where applicable) , or through pull -down 
menus. These commands were also available in BRS, but in Ovid you must use 
one or more field tags, i.e., root online . jn, co , de . 

No search software handles thesauri, classification schedules, and 
descriptor trees with as much aplomb as Ovid. Beyond the awesome handling 
of MeSH in MEDLINE and related files, the easily collapsible and expandable 
PsycLIT and COMPENDEX classification schedules, the EMtree of EMBASE, and 
the ABI/ Inform thesaurus in Ovid (Figure 4) serve as exemplary models for 
other online and CD-ROM software developers. 

These examples will make users eager for Ovid to implement the superb 
print thesauri of INSPEC, Sociological Abstracts, and the controlled 
vocabulary used by the nine Wilson databases on Ovid. The extremely 
subdivided Wilson vocabulary could especially benefit from the elegant 
handling of subheadings by Ovid that could take care of nine flies with one 
swat. The explosion of subordinated terms, display of thesaurus terms, 
trees, scope notes, and valid subheading lists would be accessible - if 
implemented - both through menus and the appropriate commands (EXP, THES, 
TREE, SCOPE, and SH - followed by the term) . 

SEARCHING 

In command mode, Ovid offers all the essential search features for 
typical bibliographic databases: controlled and unlimited truncation, 
masking (though only controlled) , single and multiple field qualification, 
Boolean operation, and word adjacency operations. Multiple field 
qualification and the Boolean NOT are not available from the pull-down 
menus. Also, considering the emphasis on medical, biological, and chemical 
databases' left-hand truncation, automatic inclusion of British and 
American spelling variants would be welcome, and not only by ex-BRS users. 

The much-coveted CCML full-text database, Harvard Business Review 
Online, and the databases that have long substantial abstracts (such as 
BIOSIS, RGA, MEDLINE, and EMBASE) would benefit from sentence proximity and 
positional operators. Ovid recommends the ADJ30 for same paragraph 
proximity (the old BRS SAME operator), and ADJ10 for same sentence 
operation (WITH in BRS). This is often good enough, but not always. While 
ADJ in itself specifies word order, i.e., state ADJ police will - correctly 
- not retrieve "police state, " ADJ can be used with a parameter in which 
the order of words is undefined, i.e., home ADJ 2 nursing meant to retrieve 
"home nursing" and "home care and nursing" would also retrieve "nursing 
home." In short, the equivalent of the Wn operator of DIALOG would be 
useful. With other full-text databases in the making, Ovid should consider 
implementing these additional search features. 

The currently available, full- text megadatabase, the Comprehensive 
Core Medical Library (CCML) is a mouth-watering collection of medical 
journals and yearbooks that have the highest impact factors (New England 
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Journal of Medicine, Lancet, British Medical Journal, etc.). Many go back 
to the early and mid-1980s. Full text is just what the name says. Charts, 
figures, tables, photos, and x-rays are not included, but their captions 
are, and they are fully searchable. The links to CCML also allow the 
powerful combination of searching the high-quality descriptors of 
abstracting/ indexing databases and then jumping to the full CCML record by 
the press of a key. 

When the full records also include the illustrations (as in the Ovid 
CD-ROM demonstration version of the New England Journal of Medicine) , Ovid 
will provide one-stop shopping and instant gratification for many ...of the 
search strategy along with the results. Less usual is the set of download 
service alternatives that include email, FTP, or kermit options to send 
the results to the address... 

...can be sorted. Sorting is not possible in command mode. 
CONCLUSIONS 

The Ovid Online graphical client features a deluxe choice of 
databases and outstanding Windows software that bring the best out... 

...the lack of explicit positional and more sophisticated proximity 
operators and the confusing highlighting of " matching " terms) , but these 
can be corrected. 

Some databases (INSPEC, sociofile, Books in Print) have not... 
...and DIALINDEX of DIALOG), and advanced commands such as the RANK command 
on DIALOG. 

Online service providers may have dismissed the wizardry of Ovid 
with the thought that these things can't... 

...capabilities, but also in market competition. As of this writing Ovid is 
the only online service that offers CINAHL, the popular database for 
nursing and allied health literature. Ovid was also... 

...entrance of traditional CD-ROM publishers who bring many innovations in 
software functionality, database choices, service rates, and customer 
liaison. Stalwart online services should take notice and gear up their 
development efforts if they want to catch up with Ovid in some areas and 
keep their customers . Ovid started in the online business by buying an 
ailing online service . It seems it may also be capable of making other 
online services ailing. 
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... and computerized vibration-control equipment, uses a single 

division and the same engineering group to work on the Boeing 737, 757, 
and 767 aircraft as well as the Black Hawk helicopter... 
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...of the wing for the Gulfstream V corporate jet occurs in the same 
facility as work on the C-17 military transport. 

Our visits to smaller subsystem and component manufacturers also. . . 

...also latch bay doors in position on NASA's space shuttle. The company's 
major customers include AlliedSignal , Boeing, General Electric, Goodyear 
Aerospace, McDonnell Douglas, Scientific Atlanta, and Westinghouse . 
According to. . . 

...its military business from exceeding 20 percent of annual revenues since 
it began doing defense work in 1981. 

A division of Valcor Engineering, Electroid has been in business for 
35 years . . . 

...a product for an industrial robot. Engineers, too, design products for 
both commercial and military customers . The only feature unique to 
military goods identifies all production for the stringent "nuclear, 
aerospace, and military" sector: NAM work is placed in blue plastic tote 
bins while pieces for non-NAM customers go in tan-colored bins. This 
color coding alerts employees to follow specific written instructions... 

. . .as well as designs, materials, and tolerances must be checked at each 
stage for NAM customers , whether civilian or military. 

Tecknit, another small company that supplies military contractors , 
makes an array of products for shielding electrical equipment from 
electromagnetic-radiation interference. These products include conductive 
elastic polymers (similar to rubber), adhesives, paints, and greases, as 
well as shielding screens , coated windows, and air-vent panels. At the 
height of the 1980s defense buildup, the... 

...sales, but this share shrank to 50 percent by 1993. 

Focusing on a core technical area enables the company to serve a 
wide variety of customers : its largest include major defense contractors 

such as Westinghouse, Rockwell, Raytheon, Boeing, Hughes, and Martin 
Marietta, as well as AT&T... 

...DEC, Dell, and IBM. Production is low-volume and labor-intensive - much 
of the assembly work is still done by hand. At this Company no special 
labeling distinguishes defense products from. . . 

...plant we visited, which employs fewer than 100 people, the company does 
not distinguish its work for the Navy in any way, including during 
testing and inspection - the military simply places... 

...it wants Delroyd to build. In the past, orders for replacement parts 
usually had to match the specifications on the original order, meaning 
that the Navy sometimes bought gears made with. . . 

. . .Defense Contracting 

Overall we saw little evidence that manufacturers in the MDG sector 
see defense work as a contaminating drag on their civilian work . 
Indeed, we found that firms in the defense contracting network are actually 
better prepared than. . . 

...That's because support for interfirm learning is particularly strong 
among companies that do defense work . More than 60 percent of the defense 
contractors in our survey provided technical assistance to... 

. . .manager attested that because companies often have access to advanced 
technology, "being involved in defense work . . . keeps your engineers 
sharp . " 
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East Asian industrial policy. In the wake of the Cold War, the United 
States actually possesses most of the critical ingredients for pursuing 
these best practices. All that remains is to shed our ill-informed fears 
that U.S. defense contractors are so isolated from market forces that they 
are not up to the job, and forgo our ideological opposition to the idea of 
government and business actively working together to strengthen the 
commercial industrial base. 

MAR YELLEN R. KELLEY, an associate professor of management and public 
policy at Carnegie Mellon University, is a visiting associate professor in 
MIT's Political Science Department and its Industrial Performance Center 
during the 1994-5 academic year. TODD A. WATKINS is an instructor in the 
College of Business and Economics at Lehigh University. 
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... enticing. But the main unknown is how this innovative fuel will be 

received by the consumer . As far as alcohol fuels are concerned, methanol 
and ethanol are expensive to produce. They... 

. . .much carbon dioxide per unit of energy as the emission level from 
petrol. The same problem arises with electric cars. Although some car 
makers believe that electric cars will become increasingly. . . 

...near roads comes from the engines, transmissions, tyres, horns and the 
road surface. Public-works contractors are trying to improve the latter. 
A French company has developed a system that makes... 

. . .coated in asphalt in such a way as to reduce density. The result not 
only leads to less noise but also enables rain to drain away more 
quickly, making the road less slippery. 
OTHER KINDS OF POLLUTION 

Indispensable though they are, roads are the cause of several kinds of 
pollution. They contaminate water by soil erosion, which may generate 
between 1,000 and 10,000 tons of suspended mailer per kilometre both during 
construction and resurfacing. Chronic pollution is caused by wear and tear 
on surfacing, tyres, corrosion of protection guards, road signs and 
reinforced concrete, not to mention leaded fuel that spews heavy metals 
into the air that are then ingested by plants and mushrooms growing nearby. 
In 
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... groups, such as the Congressional Budget Office (CBO) and the 

General Accounting Office (GAO) . Each recommendation would save at least 
$1,000,000,000 by 1998. 

1. End additional financial support for the International Monetary- 
Fund and the World Bank. After tens of billions of dollars of U.S. 
investment in those multilateral organizations, there is no evidence that 
they have had any success in promoting growth in the countries they 
supposedly are assisting through their lending programs. 

2. End foreign aid to Israel and Egypt, each of which receives more 
than $1,000,000,000 in support a year. The US. can and should assist the 
economies of those countries through free trade arrangements. 

3 . Eliminate funding of the Agency for International Development and 
the Export- Import Bank. The major impact of U.S. international aid programs 
has been to reward wasteful and irresponsible economic policies in less 
developed countries. AID funds often discourage free enterprise, free 
markets, and local entrepreneurship , precisely the keys to development. 
Similarly, a report by the Federal Reserve Bank of Minneapolis concludes 
that, instead of offsetting other nations' trade distortions, the 
Export-Import Bank's activities add to them. 

4. Cancel the space station. The benefits are not expected to come 
close to matching its $10 , 000 , 000 , 000-plus five-year cost. 

5. End Bureau of Reclamation water projects. The Bureau was formed in 
1902 to promote the economic development of the arid West. That mission has 
been accomplished--all too often to the detriment of the enviroment . There 
are very few free-flowing rivers left in the West, thanks to the Bureau's 
agricultural irrigation projects. 

6. End any net Federal land acquisition. The government owns more 
than one-quarter of all the land in the nation. Yet, each year, the Forest 
Service, National Park Service, Bureau of Land Management, and other 
government agencies spend roughly $1,000,000,000 buying tens of thousands 
of additional acres . Massive landholdings by the government are 
inconsistent with a nation founded on the premises of free enterprise and 
respect for private property. 

7. End all Department of Agriculture (USDA) conservation programs. 
American farmers are far and away the most productive and enterprising in 
the world. They do not need the government's encouragement or subsidies to 
safeguard the value of their most important asset--their land and soil. 

8. Terminate all Federal wastewater treatment subsidies. For the past 
20 years, the Federal government has provided grants and loans to local 
governments to build wastewater treatment facilities to comply with Federal 
clean water statutes. That has had two perverse effects. First, the 
Congressional Budget Office reports that cities often have delayed building 
such facilities on their own, because they prefer to wait for Federal 
support, even while their wastewater is violating clean water standards. 
Second, the program has shifted the burden of paying for water cleanup for 
local polluters to Federal taxpayers. Such subsidies thus encourage more 
pollution, not less. 

9. Phase out all agricultural crop subsidies over five years. Most 
Americans continue to believe the popular folklore that crop subsidies 
benefit struggling family farmers. In fact, most of the money subsidizes 
huge million-dollar-plus agribusinesses. The Department of Agriculture 
concedes that two-thirds of the payments are made to the wealthiest 15% of 
all farmers. Supports are such a vital element of farmers' incomes today 
that it has become a truism that many now produce for the government, not 
the market. 

10. End dairy subsidies. Since 1980, these payments- -which 
artificially raise the price of milk, cheese, butter, and other dairy 
products- -have cost consumers an estimated $40,000,000,000. Meanwhile, the 
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It is virtually impossible to balance the budget without 
significantly curtailing spending on entitlement programs that 
automatically provide cash or benefits to individuals who meet the 
eligibility criteria. The major categories are retirement benefits, health 
care, and welfare. In addition to the health care and Social Security 
reforms already cited, we propose the following spending reductions: 

40. Require the states to pay a minimum of 50% of the costs of Food 
Stamps, Aid to Families with Dependent Children, and Medicaid. Cost-cutting 
often is discouraged under the current Federal reimbursement scheme, 
because any welfare or Medicaid expense reductions mean smaller checks from 
the Federal government. One method of spurring innovation in welfare and 
government health care insurance is to force all states to pay at least 
half the cost of the Food Stamps, AFDC, and Medicaid programs, combined 
with a substantial reduction in Federal mandates to allow state governments 
increased flexibility to structure the supply of welfare services. 

41. End military cost-of-living adjustments for personnel retiring 
before age 62. Neither Social Security nor most private pension programs 
offer retirement benefits before 62, yet it is not unusual for military 
personnel to retire in their 50s. Eliminating such adjustments would save 
at least $2,500,000,000 year. 

42. End the lump-sum Civil Service Retirement System option and 
require Federal workers to cover a larger share of the cost of the system. 
Because many civil servants also are eligible for Social Security, it is 
not uncommon for a Federal retiree to be receiving pension benefits of 
$75,000 per year. The excessive benefits offered under the CSRS program 
should be curtailed by eliminating the option that allows retirees to 
withdraw lump-sum payments from CSRS equal to the total of their own 
contributions to the system, increasing the Federal retirement age from 55 
to 65, and applying a means test to those who are eligible for both CSRS 
and Social Security. 

43. Replace Aid to Families with Dependent Children (AFDC), Food 
Stamps, public housing assistance, the earned income tax credit, and other 
welfare programs with a cash assistance program requiring work. 

44. Eliminate Food Stamps, public housing, and other welfare benefits 
for all able-bodied 
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... basic issues as the following: 

* having adequate resources available to meet commitments 

* responding quickly to requests for information 

* having few errors in written reports 

* providing adequately prepared staff members to meet their needs 

* having a willingness to fix problems when they occur by doing 
everything that is necessary in order to make things right. 

The best way to find out your internal customers' specific 
expectations is to ask them directly what they think about your services. 
Discussion groups can provide the information if your base of customers is 
small. If you serve a lot of internal customers, you may want to try an 
internal customer satisfaction survey. 
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Best practices 

If you have measured the current percenptions of your internal 
customers, then the actions required for improving the level of 
satisfaction with your performance may be obvious. 

Listed below are some of the "best practices" that are used by some 
departments to improve their performance and their relationships with 
internal customers . 

* Develop an internal customer service vision and strategy to set 
priorities for providing internal customer service and to define the ideal 
internal customer service culture. 

* ...internal customer relations. 

* Redesign current tracking systems to improve responsiveness, 
increase accountability, and gather customer service information. 

* Develop performance standards for the level of service to be 
provided to internal customers to satisfy their expectations. 

* Educate internal staff about external customers ' demands on 
internal customers . 

* Review or redesign policies and procedures to ensure that they are 
for the benefit of the customer rather than the service provider . 

* Hold periodic brainstorming sessions with your internal customers 
to identify opportunities for improving services to external customers . 

* Allow selected employees to swap jobs, providing direct 
experience on the other side of the internal customer interface. 

* Adapt front-line external customer service training programs 
for use by internal service personnel . 

* Empower your employees to meet expectations by providing them with 
the tools and resources they need. 

Maintain the gain 

The box, "Principles of Internal Service Change Management, " lists 
the change management principles that should be initiated and monitored by 
the champions of internal customer service. Ideally, those champions are 
people at the top of the department or organization who see the value on 
the bottom line. 

Internal customer service must become part of the organization's 
culture. It must be viewed as a process, not a program. It must have no 
beginning or end. It should be part of day-to-day organizational practices. 

As with any change effort, you must give continual attention to how 
it becomes woven into the fiber of the organization. 

McDermott is president of EquiPro International, 331 Madison Avenue, 
New York, NY 10017. Emerson is director of corporate development and 
marketing for Questar Data Systems, 2905 West Service Road Eagan, MN 55121. 
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treat people equally, but in fact, they also distinguish in terms 
of importance of clients' requests , or as is less likely to be admitted 
freely, by librarians' view of the clients themselves. [15] Thus, clients 
associate service products with uncertainty and risk. 
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Another important difference between service and manufacturing 
organizations is the nature of the product. Manufacturing products are 
tangible physical objects whereas service products tend to be intangible. 
[16] Intangible service products provide clients with few objective 
reference points to use in evaluating services consumed. 

A distinctive feature of human encounters in service orgnaizations is 
the purposive, task-oriented nature of the interaction. In service 
organizations, the combination of intangible products and high- task 
uncertainty may make evaluation of effectiveness particularly difficult. 
Task uncertainty occurs when there is ...intermediary is involved in the 
provision of service. 

Interpersonal skills appear very important in determining service 
effectiveness. User reports of informing the librarian if the question has 
been answered is the only variable in the regression analyses which 
significantly explained variation in all three service outcomes. Analysis 
of failures also supports the importance of feedback in improving service 
effectiveness . 

Results related to service orientation suggest that in the 
reference setting, customer and staff perspectives are very different. 
Librarian enthusiastic service orientation as reported by users is 
strongly associated with the two user service outcome measures, but not 
significantly associated with the librarian outcome measure. 

Constraints related to organizational resources and customer 
resources are quite influential in determining service effectiveness. 
Results of this study indicate that reference desk users expect to be 
provided with. . . 

...advising attitudes toward the importance of advising users of all 
feasible alternative solutions and user service value and user success, 
indicate that librarians with this philosophy do not produce service of 
most value to users, nor does this philosphy appear to facilitate user 
success in locating needed information. Service providers need to 
structure service carefully so that clients as well as staff can make 
most effective use of available time. 

Generally, shorter lengths of time were significantly associated with 
more valued service outcomes . This finding appears to contradict common 
knowledge in the profession that service would be better and more 
extensive if only there were less demand for the service . The effects of 
service demand upon reference encounters may not influence individual 
interactions. Rather the effect of service demand upon encounters may be 
global effects upon all interactions. One user commented, "I could... 

...effects of working continuously in a situation where workflow 
uncertainty is always high for both service providers and clients may 
condition both librarians and users to provide and expect short interaction 
times. The global effects of service demand and the conditions of 
workflow uncertainty may be perceived as a consistent and stable effect 
under which reference desk service will always operate. 

These study results have several important implications for reference 
practice. To the extent possible, service desks and referral systems need 
to be structured to enhance the value of each librarian's expertise. ...in 
different disciplines. More formal referral systems should be implemented 
as part of reference desk service . Reference desk staffs should develop 
and update an inhouse database of expert sources for use . . . 

...and development of staff in eliciting feedback from users would 
definitely result in improved reference service . Librarians should 
consider how well and how often they ask users whether their questions were 
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... on the Mac in an MPW (Macintosh Programmer's Workshop) language or 

equivalent . 

4. Any customer user-interface resources your application may need, 
such as dialog boxes. APDA sells two utilities that simply the task of 
creating these resources: Dialog Builder , for constructing dialog boxes, 
and Event Handler, for rapid interface prototyping. They cost $25 each... 
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elements on the Mac 1 s screen . 

You, as the MacWorkStation programmer, are responsible for creating 
the first four items, which together comprise a MacWorkStation document. 
This document appears as an icon on your desktop. When you double-click on 
the icon, MacWorkStation launches and executes your document's CCL script 
to access the host. If the log-on is successful, the host application 
starts up and the message-passing sequence begins (see Figure 1) . 

With MacWorkStation, Apple has gone to great lengths to streamline 
the code required to access the Toolbox routines that are the heart and 
soul of the Mac interface. The MacWorkStation server -- the kernel that 
runs on the Mac -- contains a set of Directors that lets the host 
programmer invoke one or more Toolbox routines with a single compact text 
string. Using Directors helps reduce the learning curve for developers new 
to the Mac programming environment. 

MacWorkStation in Action 

Let's look at how you would replace a command-line prompt for 
Username and Passwork on an existing mainframe application with a mac 
dialog box containing text fields and buttons (see Figure 2) . The host 
application's source code is revised to issue MacWorkStation Director 
commands to create the dialog box. When the user fills in the text fields 
and clicks on the OK button, the Username and Passwork are retrieved by the 
host application and control returns to the host application. 

For a host application to appear truly Mac-like, however, users must 
be able to choose their next action -- whether ...are limited to the 
functionality provided by HyperCard and HyperCard add-ons. 

MitemView unquestionably requires less development time. The lead 
time for an experienced programmer to become comfortable with 
MacWorkStation is on the order of a month. Using MitemView, on the other 
hand, I was able to get a prototype running after one day of study. In a 
little more than a week, I constructed a fully functional MitemView front 
end for VMS Mail on a VAX host. 

MitemView is more expensive than MacWorkStation, but that is 
partially offset by the increased cost of a longer MacWorkStation 
development cycle. MacWorkStation costs $100 for a single development 
license, $2,500 for a site development license, and $5,000 for a commercial 
license. MitemView has a more complex pricing structure, which depends both 
on the number of developers and on the number of end users. A 
single-developer license costs $995; a site license, $10,000; and a 
corporate license, $25,000. In addition, run-time licenses cost anywhere 
from $100 to $200 each, depending on the quantity purchased. Run- time 
licenses that work with only a single MitemView application cost less, from 
$10 to $50 per copy, again based on quantity. Some university discounting 
is available. 

MitemView comes with better documentation, and in my experience, 
MITEM provided much better support than Apple did. On the other hand, MITEM 
is a new company. If your application has a long life expectancy, you can 
be virtually assured that Apple will be around for a while; MITEM 1 s future 
is not as certain. 

In deciding which program is best for you, first decide on what kind 
of application to build and how much effort you are willing to put into the 
project. For a quick HyperCard front end to a mainframe application, pick 
MitemView. for a full-fledged host-based Mac application, go with 
MacWorkStation . 

Bill Meyer has more than 11 years of experience providing technical 
and computer services in seagoing environments . He is now the Chief 
Seagoing System Manager for the Ocean Drilling Program at Texas A&M 
University. 
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... years, and about 7 5 percent were male. 

Approximately 32 percent of the respondents were professional 
service providers , 26 percent were in retail trade, 10 percent were in 
food services , 4 percent in manufacturing, and the remaining 2 8 percent 
represented all other types of businesses. Roughly 51 percent had annual 
sales of less than $500,000, and about 80 percent had annual sales of less 
than $2,000,000 (average, $1,551,000; median, $500,000). Over 90 percent 
had fewer than 50 full-time employees (average, 29; median, 8) . Over half 
had been in business for more than 20 years (average, 27 years; median, 20 
years) . The average number of years the businesses had banked with the same 
institution was 17, with a median of 15 years. 

RESULTS 

Concern About Bank Safety 

One indication of emerging panic about the safety of the banking 
system is likely to be a large-scale switching of accounts from one bank to 
another. The data in table 1 show that about 29 percent of the businesses 
in this survey had maintained accounts with their current main bank for one 
to five years, a result which corresponds with that for firms in operation 
for between one ...table 5). Adding the three least important factors 
(columns 7 and 8) shows that the recommendation of lawyers was the least 
important factor in selecting a bank-- 62.5 percent of the firms thought 
so. Accountants, too, were of little importance (50.3 
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... trade group of some 3,100 public and private water suppliers, "if a 

water-quality problem emerges, the utility has an obligation to correct 
it no matter what the cost. " Water. . . 

...gradually replacing lead pipes in their systems and must begin testing 
home tap water for lead content, which very few now do. 

In the meantime, they suggest that homeowners exercise care. In 
building or remodeling, ask the plumber to use lead- free solder, which 
costs only a few dollars more. For about $40... 

...the majority of which is spot-checked for lead content by the bottler. 
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Activated charcoal filters may improve taste and remove odors but can't 
remove lead or other heavy metals . 
Common-sense precautions 

"The best of level of lead a person can ingest is zero, " says Euegene 
Rosov, president of WaterTest Corporation, a water-quality lab is 
Manchester, N.H. "Until we get to that point, homeowners will have to take 
some common-sense precautions." That's good advice. A 1982 General 
Accounting Office report on enforcement of the federal Safe Drinking Water 
Act found "thousands of violations each year" of water- 
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The Kentucky wage payment law was amended to prohibit wage 
deductions for cash shortages, breakages, customer credit defaults or bad 
checks, and fines, while courts in Alabama may now order restitution. . . 

. . .on public construction projects be at least as high as the prevailing 
wages in the area for similar work . In Illinois, the State Supreme 
Court upheld the constitutionality of that State's law, including its 
exclusive use of rates paid on public construction projects in determining 
prevailing rates. 

Laws pertaining to the use of wage garnishment or assignment to 
require support of an employee's dependents were enacted in 15 States. Many 
of these laws set or revised limits on the amount of earnings subject to 
garnishment or assignment. Protection from discharge because of such an 
action was included in the Alabama, Colorado, Florida, Illinois, and 
Vermont measures. The Rhode Island law was amended to provide for 
reciprocity with States having similar laws, and wages of North Carolina 
State employees may now be assigned to meet child support obligations 
without the normal restrictions on claims against the State. 

The concept of equal pay for jobs of comparable value in State 
government continued to be an area of controversy and interest. In Iowa, a 
pay grade system for State employees based on comparable worth was 
established, and funds were appropriated for salary adjustments and 
implementation. In Minnesota, where the pay equity principle was previously 
incorporated into the State pay system, a new law requires every political 
subdivision to establish equitable compensation relationships among its 
employees by August 1, 1987. Legislatures in nine other States commissioned 
studies of pay equity in the public service, with most requiring reports on 
recommendations and legislative proposals. 

Child labor law revisions were enacted in 10 States. Among the more 
significant measures were a law in Kentucky, where changes included 
elimination of employment certificate requirements for minors under age 18, 
a law in Pennsylvania permitting the use of transferable work permits by 
minors age 16 and older, and a New York law making employers who violate 
the child labor law subject to a civil penalty in addition to any other 
penalties imposed. Other laws extended permissible nightwork hours for 
certain minors in Connecticut and New Jersey and revised restrictions on 
sales of alcoholic beverages by minors in Ohio and South Carolina. Iowa 
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Labor relations. The State employment labor relations act was amended 
to now permit maintenance of membership as well as the previously 
authorized fair-share agreements, if approved by at least twothirds of the 
eligible members in a collective bargaining unit. A maintenance of 
membership agreement requires those employees whose dues are being deducted 
at the time an agreement takes effect to continue to have dues deducted for 
the duration of the agreement . 

A joint resolution requests the legislative council to study the 
mediation-arbitration law for collective bargaining dispute settlement 
involving municipal employees other than law enforcement and fire fighting 
personnel. Among the items to be reviewed are the operation of the 
mediation-arbitration process and the impact of the law on work stoppages. 
Results of the study and any recommendations are to reported to the 1985 
legislature . 

An amendment to the State Employment Relations law authorizes public 
employees to disclose information on violations of State or Federal law or 
mismanagement or abuse of authority after the first following internal 
procedures, and protects those who do so from employer retaliation. 

Occupational safety and health. Among amendments to the 
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Texas, company, said last week that it is on course to invest 
heavily in interactive work for the agency's future. He estimates that 
projected 1997 billings will include nearly $1 million for interactive 
marketing assignments, mainly through current clients adding Internet and 
multimedia work to Lazzaro" s work orders . 

'In less than 30 days of our new push, we already have almost 
$100, 000 in new. . . 

...employees at the $5 million shop. 

With a recent surge in interactive assignments from JPI Builders , 
Dallas, and the South Padre Island Visitors and Convention Bureau, the 
agency is now promoting its multimedia capabilities in Internet 
development, touch- screen sales tours, CD-ROM presentations and virtual 
reality presentations, according to Lazzaro. 

• I don ' t . . . 

...students nationwide. The company last week also launched a World Wide 
Web site for JPI Builders . The venue promotes one of the client ' s new 
apartment developments in Dallas. 

'If we're going to sell the apartment of... 

...in futuristic ways,' said Lazzaro. 

The agency hopes to build its interactive division through its work 
in the hotel and tourism arena, where Lazzaro originally worked before 
starting his own company. 
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...the Springhurst subdivision it acquired from bankrupt developer HFH 

Inc . 

But most volume builders are less willing to accommodate specific 
requests -- built-in bookshelves in the bedroom, for instance, or wide 
window sills for the African. . . 

...wasn't a whole lot of time to go through that." 

Crossmann, the 34th-largest builder in the country last year 
according to Builder Magazine, plans to build 124 homes in the Louisville 

area this year and as many as 250 next year. Last year it began building 
homes . . . 

...the $200 , 000-plus range. Its subdivisions include trademark "pocket 
parks" -- greenery and gazebos on selected corners in its subdivisions. 

Crossmann, which sells mostly to first-time home buyers, has three 
"product lines" that customers can choose from. The company holds block 
parties for residents and sponsors seminars on home care. It also offers 
financial advice to help qualify new homeowners . 

Dallenbach, the Jefferson County custom builder, concedes that people 
who transfer may want a more standardized development. 

Volume-built subdivisions "have a very sterile look, and that's fine," 
he said. "There are people who want that, people who are more transient." 

LOCAL BUILDERS say they aren't worried that good custom builders will 
be driven out of business. "I don't think anyone is shaking in their 
boots, " Dallenbach said. 

Robert Welch, who builds 25 to 30 houses a year and is chairman of the 
Home Builders Association of Louisville, said volume builders' biggest 
advantage is their deep pockets and ability to buy large groups of lots. 

Zaring and Lexington-based Ball Homes, with two subdivisions planned in 
eastern Jefferson County, will " 
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. . . for businesses . 

Arete ' s chairman, Michael Caretnay Bailkin, says the group was formed 
to provide services required by clients planning major real estate deals. 
"We can find the land, get it. . . 

. . .more information. It refers only to "Arete principals" and "a core of 
interlocking firms" providing services , but mentions no names. 

Bailkin notes that Arete International is a Subchapter S corporation, 
while . . . 

. . .under which we do business but it is not a legal entity. Depending on a 
client ' s needs, it can do business with a core company or Arete," he says. 

Bailkin claims that the Arete core team offers clients single-source 
benefits that are not otherwise readily available. "We are all boutique 
operations and very specialized," he says. Bailkin points out that large 
brokerage firms provide multiple services from within "but some units are 
very strong and others are weak." Arete, working through... 

. . .but has the organizational depth to pull together a team with top people 
in each area . Arete 1 s competitors also contend that there are advantages 
to clients when true local service providers are used. Sitar's 
approach is to select top area specialists for each category of a 
project "rather than just using the one guy you... 

. . .points out that the Arete connection can open doors for the Schultz 
Organization. "If it leads to just a few deals a year in New Jersey, 
they can make a lot of money," she says. 

That, however, may be some way off. Less than 10% of Schultz' s business 
is now generated through Arete, according to Jonathan Schultz. 
In the past five years, the 
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...walls, floors, and toys, making children especially susceptible to 
lead poisoning. 
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Last year the department screened 35,000 children under the age of 6 
for lead poisoning. They discovered less than 100 cases, "if we do find 
a child with lead poisoning, we send teams out to that location , " said 
George Haloukas, deputy commissioner for environmental health services . 

County Legislator Katherine Carsky was on hand at the meeting to lend 
her support to the painters and contractors . "I'm concerned about the 
public health and what we could be doing, " she said. . . 

...in the Bronx said he often leaves the question of lead abatement up to 
the customer . "Basically, they have to decide if its economically 
feasible, " he said. 

Eileen Franko, a research scientist with the State Health Department, 
said part of the problem is a lack of a statewide training and 
certification process for lead consultants. "My biggest... 

...enclosure, encapsulation and paint removal. 

* Replacement: This is the safest method, since it causes the least 
amount of lead paint dust and is a permanent solution. Contractors simply 
remove windows, doors, frames, or other components containing lead paints. 

* Enclosure: With this method, baseboard or trim is removed and 
surfaces are completely covered by a gypsum wallboard, wood paneling, or 
another durable material. However, enclosure is not a permanent solution. 

* Encapsulation: In this process, the affected areas are coated with an 
elastic coating, sealing the surface with a strong, durable material. 
Again, this is not a permanent solution. 

* Paint Removal: While this provides a permanent solution, it can 
result in chemical exposure. It involves wet-scraping, chemical paint 
removers or solvents, or an electric heat gun. 

Sanding and scraping are not recommended. 

"And of course, anyone involved in lead abatement should remember to 
use a protective mask, shoes, gloves and clothing," said Franko. 

Other state Health Department recommendations include enclosing the 
work area with heavy plastic sheeting, washing work clothes separately, 
avoiding eating or drinking while removing paint, and keeping children away 
from the work area. 

Franko also suggested painting contractors purchase a high efficiency 
particulate air (HEPA) vacuum cleaner, which can cost an average of $5,000. 
Regular household or shop vacuums are not effective in removing lead dust 
because they blow the dust out through .their exhausts, spreading it around 
the home. "While children have a greater chance of contracting lead 
poisoning, adults are not immune," said Franko. 

In most cases, lead poisoning is caused by inhalation of paint dust or 
ingestion of paint chips. 

Health effects of lead poisoning include headache, nausea, anemia, 
insomnia, kidney damage, and reproductive disorders. The Center for Disease 
Control has set an acceptable blood lead level of 10, while New York state 
has a level of 20. 

A new Environmental Protection Agency disclosure law in effect this 
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year requires owners of houses and apartments built before 1978 to tell 
prospective buyers whether the structures contain lead-based paints. 

In the meantime, local painters and contractors fear that the cost of 
lead abatement will make a simple paint job too expensive for their 
customers, and ultimately lead to a decline in business. "Our goal is to 
keep working," said Orlandi . "Right now, I do the best I can." 
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. . . then . 

At the time, the Internet was largely a scientific and academic byway, 
the local area networks were running at maybe 10 percent of the capacity 
of today's LANs, and the wide area networks were even slower. 

Consequently, some of this town's most perspicacious venture 
capitalists turned. . . 

. . .would allow it to use the GigaRouter as the primary router for its 
commercial Internet service , which links hundreds of regional Internet 
providers. MCI will begin testing the modified product early... 

...interest is expected to attract the attention of other 
telecommunications companies that link regional Internet service 
providers 

* Thanks primarily to the Internet potential, securities analysts are 
projecting that NetStar's 1996 revenues... 

...7a share last September to a close of $21 on Friday. 

Despite the "buy" recommendations of at least two analysts, 
however, the cynic might argue that Wall Street is suffering from Internet 
fever . . . 

...GigaRouter obsolete. Moreover, NetStar has competitors with deep pockets 
that undoubtedly are working hard to match GigaRouter ' s performance . 

There's little argument, however, that NetStar has come up with a... 

. . .availability of sufficient capacity. 

In addition, there are legions of supercomputer users that are 
potential customers . For example, MCI paid $750,000 last year for eight 
NetStar systems to be used in a National Science Foundation network 
connecting research centers coast to coast. 
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GigaRouters also have been sold to Ford and Chrysler for use with their 
design supercomputers. And Digital Domain, the Hollywood design firm that 
created the special effects for Apollo 13, True Lies and Terminator 2 is 
using the router to allow designers working on different networks to 
collaborate simultaneously. 

Put it all together and you've got a potential market that 
International Data Corp., the prominent computer industry research firm, 
projects will jump from $100 million in 1996 to $600 million in 1999. 
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Two of the premier homebuilders in the Lansing area have achieved 
such success— and, yes, fame--that they've decided to focus their efforts 



. . .been in the business for over 45 years, is now so well known for quality 
work that he no longer solicits business. His company, Albert A. White 
Builders , responsible for the Whitehills developments in East Lansing, 
works on only a small number of personal requests these days . 
However, Whitehills Development Corporation, also owned by White, is very 
active in the. . . 

...guide them on an individual basis. There's no formula and no pressure. 
If the customer doesn't have a builder already selected , we'll give 
out a list of names, taking their needs into account. We'll... 

. . .bids. " 

Is most likely harder these days to get a bid from Albert A. White 
Builders than it was years ago. Back then, Al and brother, George, 
purchased farm acreage in Meridian Township. No one thought the property 
was worth much- -who wanted to live so far from town? 

It wasn't long, though, before the Whites' dream of an upscale 
residential neighborhood became a reality. Building began in Old 
Whitehills, south of Saginaw Road, in 1947 and continued right through the 
early '80s. Whitehills Estates one through 13, between Abbott and Hagadorn, 
Saginaw and Lake Lansing, quickly rose as well, with hundreds of families 
purchasing lots and building exceptional dream homes, many handled by Al 
White personally. 

In the 1950s, White began to accumulate some 42 5 acres of farms and 
forests which now are being turned into another truly magnificent White 
creation--Whitehills Lakes and Whitehills Woods. "We have a lot to 
of f er--lakes , woods, and a unique, peaceful setting," Stoll pointed out. 
"Mr. White personally approves plans for each house to balance the 
individual needs of our customers with the well-being of the community." 
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Most homes in the development average about 4,000 square feet, with all 
of the latest features. "The end is toward first-floor master bedrooms, 
first-floor laundry rooms, great rooms with vaulted ceilings, bigger 
kitchens, bigger bathrooms, bigger closets, and more of everything," Stoll 
said. 

Stoll admits the homes aren't for everybody. "We definitely push the 
upper limit in terms of square feet and quality, " he said. "Though we have 
customers home all professions and all walls of life, most are not 
first-time home buyers. Most have a handle on their financing and have 
already developed relationships with a bank or banks." 

While Stoll thoroughly enjoys being associated with the "Cadillac of 
new home construction, " he does worry about the future for builders in 
general. "We've had a tremendous amount of success with our developments," 
he said, "but the government has put an enormous tax burden on developers 
today. The costs keep going up, but not the profits. Eventually, there will 
be a housing shortage for new homes and not just upscale new homes. The 
risk associated with development is not commensurate with the profit." 

In the meantime, though, the Whitehills name will continue to stand for 
quality, top-of -the-line homes. 

What Al White has done with the east side of town, Bob Woodard is doing 
with the west side Owner of Woodard Builders, he's personally worked on 
over 200 homes, most of them in such subdivisions as Snowridge, Wind Charm 
Verndale Lakes, Saratoga Farms, Cambridge Manor, and Wal-Mar Estates. "One 
year, we built approximately 60 homes and 150 apartment buildings," he 
noted. 

Woodard began his career as an apprentice for a Lansing-area commercial 
builder in the late 1960s, completing a four-year program offered through 
Lansing Community College. During that time, he was bombarded with 
requests. "With this kind of background, people were always contacting me 
to do projects on the side," he recalled. "Eventually, a friend and I were 
doing so many side jobs, it looked like we could make a living at it." 

Thus, the company of Rozen and Woodard, Inc. was born in 1972. During 
the nine years they were together, they built homes from Williamston to St. 
Johns, Mason to Grand Ledge, and ran a real estate company as well. In 
1981, the company was purchased by James Fox and Associates. Woodard worked 
with the new company for about a year, then decided to strike out on his 
own. 

This time, though, he wanted to take things a bit slower. "With all the 
homes I'd built and experience I had, I guess I climbed to the top of the 
mountain, " he said, "but I was getting away from the people part of the 
business, which is what I really like. I don't like the paperwork aspect. 
So now, I work on only about nine to 10 homes a year." 

This smaller load enables him to visit each work site every day. "The 
customers really appreciate this personal service," he explained. "They're 
not dealing with Joe the supervisor, there dealing with me. We spend a lot 
of time on the details — custom wine racks, built-in entertainment centers, 
and so on. I also take some things for granted that my customers really 
appreciate, such as using only the highest quality mechanical systems. You 
won't find plugs in closets or lights where they shouldn't be. Our 
insulation package is the most up to date available. We caulk 
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...tight schedule and create an urgency to "get out of Dodge," all of 
which may lead to a hurried, less -than- favorable impression. So, while 
Henry County commissioners may be guilty of exalted hyperbole in analyzing 
the results of Gilbert's actions, the gas station's good will certainly 
didn't hurt. 

Actually, two Henry County sites were among the three finalists for 
Nestle's distribution facility (the third was in south Fulton County). In 
total, Nestle considered 50 locations in metro Atlanta, from as far north 
as Cartersville down to McDonough. Some of the sites only were marginally 
eligible, but once the word got out, everyone wanted in. "We got calls 
like, 'My brother-in-law has 200 acres for sale, 1 "says Napper, who headed 
the site-location process. 

With so many mergers and acquisitions during the past decade, it has 
become increasingly trendy for large manufacturers to centralize their 
distribution functions for greater efficiency. About a year and a half ago, 
Nestle Distribution decided to consolidate its nationwide plants into 
selected mega-centers. Nestle was looking for the proper transportation 
corridor to service Florida and other Southeastern markets . "Atlanta has 
some obvious advantages," says President Rob Iverson. "It's a natural 
transportation and distribution hub, has a great airport, large 
availability of land and a good work force." 

But Chattanooga, Tenn. , also was a prime contender, especially since 
Nestle already had a distribution facility there. Ironically, before 
merging with Nestle a few years ago, Carnation also had eyeballed Atlanta 
and Chattanooga as potential sites for a .new distribution center. Carnation 
already had made several inquiries in Atlanta about various locations, and, 
after the merger, ex-Carnation officials passed on their findings to 
Nestle. Chattanooga boosters feverishly lobbied company management to stay 
and expand the facility in the Tennessee railroad town. It was not to be. 
After months of intense criteria analysis, Nestle opted to pull up stakes. 

The decision to move to Atlanta was not a total surprise to Nestle 
employees. They had known about the company's consolidation policy for some 
time; they just did not know if they would move. Iverson notified the 75 
employees during a meeting early last fall. He wanted them to know as soon 
as possible so they would have ample time to consider transferring. That 
Nestle was coming to Atlanta, then, no longer was a secret; but determining 
exactly where in Atlanta triggered a series of months-long, closed-door 
meetings and competitive undercurrents that ultimately zoomed in on Henry 
County. 

Champion Property Realty had an existing relationship with Nestle, 
having built a distribution center for the company during the mid-1980s. It 
beat out other competitors for the lucrative contract to develop Nestle's 
new distribution sites, not only in Atlanta, but also in Dallas, 111. (a 
suburb of Chicago) and two California locations. Based in Dallas, Champion 
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distribution center would be built in Henry County. 

Before the news hit the papers, Napper told Henry County officials 
about the Nestle decision. Ironically, even while Napper was in the room 
with Correll and other county managers, a call came in that Henry County 
had been scratched off the list. The rumor mill still was churning. "In 
projects like this, you get as much bad information as good," Correll says. 

J.T. Williams, president of Killearn Properties, the developer of 
Eagle's Landing, was surprised when Napper personally informed him of 
Nestle' s choice. "You usually hear about these things by letter or on the 
phone," he says. To Williams, Napper 1 s visit was yet another example of 
Champion's sensitivity and thoroughness throughout the project. "It was the 
most professionally handled site selection I've been involved in," Williams 
notes . 

Experienced relocation experts agree the key to a successful site 
search is for company decision-makers to lay out the criteria and establish 
their needs beforehand. Too often, corporations send a broker who has no 
detailed explanation of what the company wants, in this case, Nestle had 
done its homework, making the process that much smoother. 

Nestle and Norfolk Southern officially closed the deal on August 28. 
There was no hard-hat groundbreaking, no ceremonial speeches. Nestle wants 
to save the champagne-popping for its grand opening next June. 

In the final analysis, highway accessibility and visibility were two 
key factors in Midland's selection. Westgate Center is about a mile from 
1-20, a bit too far compared with the other two sites. ("In the past, some 
of our neighbors in other locations weren't excited about 200 trucks 
rolling through their community each day, " Iverson says) . 

And Napper told Williams Eagle's landing did not offer the type of 
interstate frontage that Midland could. " 
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. . .Monday. 

"In both our international and domestic tobacco businesses, Jim proved 
himself to be a builder of brands, an outstanding sales executive and a 
skilled manager of people. Reynolds Tobacco USA. . . 

...the future, and I share that vision," Johnston said. "My top priorities 
will be to work with members of management and the employees of Reynolds 
Tobacco USA to produce the best quality products, build brand strength, and 
sharpen the focus on customers , as well as to increase profitability and 
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create an effective organization to ensure our company. . . 

. . .At Citibank, Johnston was responsible for all bank branch operations in 
the New York Metropolitan area and in Upstate New York. He also oversaw 
Citibank's Mid-Atlantic region, Citibank Maine... 

...the challenges we face, it is important to focus our efforts and 
energies on a few critical goals that can lead to success. The key 
areas of concentration will include: 

- Superior Quality. If we produce the best quality products consumers 
will come to recognize RJR brands for their outstanding quality. 

- Strong Brands. Our marketing and sales efforts will be directed 
toward building vibrant, competitive brands that will contribute to the 
long-term success of our company. We will not divert our energy toward 
short-term expediences. 

- Customer Focus. We will listen to our customers and focus 
single-mindedly on meeting their needs better than anyone. Our trade 
customers will know us as a responsive, high-quality supplier that 
delivers with excellence everything it promises. We will be in constant 
touch with smokers and their desires. 

- Profitability. Currently, our operating profit margins are below the 
industry average. We will improve our operating profits so that we can 
invest for the future growth of our company. 

- People. We will build an effective organization with people who set 
high standards for themselves and eagerly tackle the challenges at hand. 
Our jobs will be demanding, but they will be satisfying and rewarding. I 
recognize that each of you, individually and as part of our team, will 
contribute to out ultimate success. 

Together, the company's senior management and I are going to develop 
strategies and programs to get us where we want to be and not worry about 
where we were. Success won't come overnight, and it won't come unless all 
of us work together. But, if we make RJR the best company it can be, the 
rest will take care of itself. 

I look forward to working with you to make R.J. Reynolds Tobacco the 
very best it can be. 

Sincerely, 

James W. Johnston Chairman and Chief Executive Officer R.J. Reynolds 
Tobacco USA 
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...the next month will inspect some 1,500 properties in foreclosure and 
will handle at least 50 work orders , which include boarding up broken 
windows, cleaning out empty houses or mowing lawns. 



"We don. . . 



. . .Mortgage Corp. , Milwaukee. 

At Fleet, where he was on the buying end of mortgage foreclosure 
services , he decided to try to provide better, faster service than other 
contractors. He also met his wife at Fleet, who he said "can do... 
...saw others living extremely well in it," he said. 

His major competition in the Milwaukee area is Select Mortgage 
Services Inc., N60 W15200 Bobolink Ave., Menomonee Falls. 

Stasiewicz and a former partner, Bruce Beste, were... 

...Universal Mortgage Corp., Milwaukee; and other firms when they started 
the business, Stasiewicz said. 

Other customers include Stevens Point-based First Financial Savings 
Association; St. Francis Savings and Loan Association, Milwaukee... 

. . .the Elan mortgage division of Milwaukee-based First Wisconsin Corp. 

The firm also does subcontract work for several national mortgage 
foreclosure contractors, such as LFC Property Management Inc., New York 
City, and MHD Management Inc., Redford, Mich. MHD handles all foreclosure 
work for the Federal National Mortgage Association, otherwise known as 
Fannie Mae . 



Stasiewicz said his employees, who earn $6 to $8.75 an hour, will 
respond within 24 hours to an order by a customer to inspect a property 
anywhere in the state. 

It can be difficult to find a rural property, said Jack Gramsma, 25, 
another PP&IS employee. 

"Sometimes you'll be on a job in Rock County, and you'll have an 
address of Route 1," Gramsma said. "A lot of the times you'll spend hours 
going to the village hall or county courthouse to find cross-references." 

While the trips to cities in northern Wisconsin or Michigan's Upper 
Peninsula usually are unprofitable, especially if they only entail $5 
inspections, they keep customers happy and lucrative work orders coming in, 
Stasiewicz said. 

To cut the grass on a city-sized lot, PP&IS charges $18. The price 
goes up to $24 for a suburban-sized half-acre lot. Board-up jobs can be 
especially lucrative at $20 a window, he said. 

In February, Stasiewicz bought out Beste for $70,000 in what he 
described as a non-amicable parting. That expense has kept the company 
from expanding more rapidly, and Stasiewicz added that operating PP&IS from 
his basement has saved the company money to meet the debt taken on by the 
buyout . 

In about two more years, he said, he will move the company to a 
facility with a warehouse for building materials storage. 
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Currently, PP&IS has all of the business it can handle, Stasiewicz 
said. With the advent of the fall maintenance season, the firm will see 
more frequent work orders, he said. 

Those in the mortgage business know the value of hiring firms to 
inspect and secure homes that are in foreclosure. 

"If I had to go around to all of these houses, I'd spend the whole day 
driving around," said James Dickhut, collections manager for St. Francis 
Savings and Loan. "For $5, you can't beat the price." 

If a house is abandoned and children or vandals get inside, mortgagors 
stand to lose a lot of money, not only in damage but in potential liability 
claims, Dickhut said. 

Another threat is the weather, said Charles Millard, a collections 
officer for First Financial. 

"In winter, it gets crucial that they get 
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made an unsettling observation: While buyers are being advised of 
their right to have a lead hazard inspection conducted, relatively few 
seem inclined to do so. 

With that in mind, the Environmental Protection Agency called a... 

...abatement or renovation itself doesn't create additional contamination. 

The first thing a competent abatement contractor will do, he said, is 
seal off the area being worked on to prevent dust from migrating to other 
areas of the house. 

In. . . 

...respirators to avoid ingesting or breathing airborne lead particles. 
That should be a signal to homeowners to avoid the work area while 
work is in progress. And whenever lead-bearing surfaces are being 
disturbed, he said, children and pregnant women should be out of the house. 

Proper cleanup of the work area is also important. "First of all, 
you have to use a HEPA-Vac, " Mr. Androsiglio said. Such vacuums, he noted, 
utilize high-efficiency filters that trap minute particles that standard 
household and shop vacuums would miss. In fact, cleanup... 

...not trapped, but it's blown out all over the place," he said. 

Once the area has been vacuumed, Mr. Androsiglio said, all surfaces 
must be wet-wiped with a solution containing either tri-sodium phosphate -- 
commonly known as TSP — or Ledizolve, an industrial cleaner. Unless such 
chemicals are used, Mr. Androsiglio said, lead particles will simply be 
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sloshed around and then left on the floor. 

Finally, Mr. Androsiglio said, when all surfaces have been thoroughly 
cleaned, a competent contractor call in an inspector to take samples of 
dust and have them tested. 

"It's called a final clearance criteria," Mr. Androsiglio said. "It's 
the final testing to insure that the house is safe." 

There are, of course, homes that do contain chipping and peeling paint 
on walls, ceilings and woodwork. In such cases, homeowners have several 
options available: total or partial abatement of lead-bearing surfaces; 
enclosure or encapsulation of such surfaces; removal and replacement of 
friction surfaces and stabilization, maintenance and in-place management. 

Total abatement, of course, is the most effective way to eliminate lead 
hazards. It is also the most expensive. It is not unusual, for example, for 
a total abatement job in an averaged-sized house to cost anywhere from 
$50, 000 and up. 

Enclosure, which entails covering lead-bearing surfaces with sheetrock, 
is less expensive than abatement but can still run into tens of thousands 
of dollars -- more than most homeowners are prepared or able to spend. 

PARTIAL abatement, however, when accompanied by in-place management, 
often makes sense. With partial abatement, for example, only surfaces that 
pose the greatest hazards are abated. Window frames and door jambs can be 
replaced or stripped chemically. Those surfaces that cannot be removed or 
stripped can sometimes be rendered safe in other ways. 

"We ended up getting replacement windows," said Dr. Jane Kanowitz, an 
oncologist who recently bought a house in Maplewood, N.J. Dr. Kanowitz, who 
has a 6-month old child, said that when she and her husband had the house 
they were buying inspected, the inspection disclosed lead-based paint 
throughout the house -- including the friction surfaces of the windows. 

"It made a tremendous difference to us," Dr. Kanowitz said, adding that 
while she and her husband could feel comfortable with the covered and 
intact lead-based paint on the ceilings, walls and woodwork, the windows 
had to go. 

"I'm looking at this as a parent, not as a physician," she said. "Our 
concern might have been less if we didn't have a child." 

Yet another alternative to abatement, enclosure or replacement is 
encapsulation . 

George Keefe, president of Global Encasement, an industrial coating 
manufacturer based in Manhattan, said that his company's product, known as 
LeadLock, is a liquid encapsulate that can be warranted for 20 years when 
properly applied. 

"Management in place is now more of an acceptable solution," Mr. Keefe 
said, explaining that as long as a lead-bearing surface can be maintained 
in sound condition, it is considered safe. LeadLock, which is thicker and 
more durable than paint, can be brushed, sprayed or rolled onto just about 
any surface. 

The product, which costs from 42 to 80 cents per square foot applied, 
recently won the second-prize award for "best new products" at the 1997 
Buildings /NY trade show in Manhattan. 

"It comes in either flat or gloss finish," Mr. Keefe said. "And we can 
make just about any color you want." 

Even homeowners who can afford to spend little or nothing on lead-based 
paint remediation, experts say, can take steps to reduce the danger to 
their children. 

"We particularly worry about first-time home buyers," said Nick Farr, 
executive director of the Center for Lead Safe Housing in Columbia, Md. 
"They are typically buying older houses that need a lot of renovation and 
if they run into a problem with lead-based paint, they may not have the 
money to deal with it properly." 

However, Mr. Farr said, with careful monitoring of surfaces that 
contain lead based paint and regular cleaning of floors, window sills and 
window wells with TSP or Ledizolve, homes without seriously deteriorated 
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surfaces can be made fairly safe. 

"Lead poisoning can be prevented if you're careful," Mr. Farr said. 
"Why take a chance?" 
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... in Brattleboro, Vt . , said that while most homeowners are aware of 
the dangers posed by lead , asbestos and radon, fewer are aware that 
serious problems can be created by heating systems that are not properly. . . 

. . .said, the inexpensive filters installed by homeowners hardly slow down a 
speeding spore . 

"The best filter is the electrostatic air filter , " Mr. Frank said. 
"It costs more money and requires more maintenance, but it does a... 

. . .with such a cleaning -- which costs about $300 for an average 
three-bedroom house -- the contractor cuts access holes at various points 
in the system through which brushes can be inserted. . . 

...Mr. Port, the industrial hygienist. "Remember, you may not even know 
you've got a problem until it's too late." 
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... coming in? It's the end of the road for many builders." 

In the next few months bad weather will lead to a slowdown in 
construction, as it normally does. But more than a half million... 

. . .when mortgage rates shot back up and buyers disappeared. 

Industry leaders are skeptical too that consumer confidence will 
return fast enough to fuel a housing boom. Mr. Sumichrast expects the 
unemployment . . . 

...it may pass 10 percent. Layoffs and plant closings are particularly bad 
news for the builders in the Midwest, where the severe problems of the 
steel and automobile industries have contributed. . . 
...interest rates. 

Last spring unsold inventories of new houses were so high in the 
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Cleveland area that builders there offered $2,000 rebates to buyers. In 
an effort to help builders repay their construction loans a few savings 
and loans offered 12 percent mortgages. The sales... 

...no simi lar market ing effort is planned for 1982. 

"It would be hard to put together another program like that because 
it's hard to get the participation of the savings and loan" companies, said 
Scott Beckett, an assistant to the director of the Building Industry 
Association of Cleveland. 

The caution of lenders will be an obstacle to a strong recovery for 
housing. Mortgage rates, which rose above 20 percent last year in some 
localities, have been falling recently and were in the 17 1/2 percent range 
last month. But few in the industry expect them to fall far enough - to 12 
or 13 percent - to sustain a vigorous recovery. 

"This time around the rate decline is going to be more gradual , " said 
Thomas Parliment, an economist for the United States League of Savings 
Associations, the trade association of the troubled thrift institutions. 

Paradoxical ly, he added, "our situation should be steadily improving the 
first half of the year as our costs of funds drop." But the uncer tainty 
over where rates will go after mid-year will keep the lend ers from 
reducing mortgage rates significantly. "Lenders are going to be a lot more 
cautious, " Mr. Parliment concluded. 

When improvement in the housing market does occur, recent selling 
trends are expected to resume. Smaller, less expensive homes with fewer 
frills will likely outsell the rest of the market. And, again, the pace of 
sales in the Sunbelt is likely to surpass growth in the older industrial 
regions . 



ll/3,K/29 (Item 1 from file: 631) 

DIALOG (R) File 631: Boston Globe 
(c) 2006 Boston Globe. All rts . reserv. 

10255229 

FIRM FINDS LEAKS AT US CAPITOL AULSON CO. HIRED TO DELEAD, IDENTIFY TINY 
CRACKS IN DOME 

Boston Globe <BG) - SUNDAY, September 12, 1999 
By: Kathy McCabe, Globe Correspondent 
Edition: Third Section: North Weekly Page: 8 
Word Count: 1, 355 

. . .workers, including several North Shore residents, has been working since 
June to strip away at least eight coats of lead paint, some of it 
dating back to 1860, inside the so-called "interstitial space," the... 

... on the interior and delead the exterior of the dome, among other 
repairs . 

The monumental task of deleading the Capitol dome, constructed of 9 
million pounds of cast iron and completed. . . 

... Co., a private firm founded 30 years ago in the Peabody home of founder 
and owner Alan Aulson. 

The Aulson Co., which estimates annual revenues between $10 million and 
$15 million, was selected for the project from 30 lead paint abatement 
contractors from around the country by the Architect of the Capitol, 
which manages all the buildings on Capitol Hill. 

It is the first time the 140-year-old Capitol dome, a symbol of 
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"We've been closed down about a dozen times," said Higgins, a longtime 
Salem resident who was appointed president of the Aulson Co. two years ago. 
"It hasn't slowed us down too much, but it's a reminder of what powerful 
tenants we have . " 

On most days, though, Aulson workers rise above the politics on Capitol 
Hill. To access the dome, the crew climbs 140 feet of staging and enters 
through a special door created by the removal of cast iron plates on the 
balcony. Workers then must climb a set of zigzagging stairs to their 
workspace . 

And that's just the beginning. The hard work begins when workers put on 
double-layered blast suits, a respirator, a five-pound breathing mask, 
gloves, and workboots. On oppressively hot days this summer -- the crew 
counted 22 days in July when the temperature outside soared above 90 
degrees -- the temperature inside the dome reached a scorching 130 degrees. 
The crew was forced to take frequent breaks and drink lots of water. 

"It's started to cool down some, but the first month was almost 
unbearable," said foreman Jay Gilbo, a Georgetown resident. "Basically, 
when you're in those suits, you're totally contained and your body is not 
breathing at all . . . You're working in a really confined area. You're 
blasting or power tooling, and you're crunched down all day. It's 
definitely a tough job." 

Bill Melendez of Peabody, the industrial hygienist on the job, 
monitors the air quality several times a day in the work area. "Personal 
safety and hygiene is a big part of this project. It's not like any other 
space we've ever worked in," said Melendez, who is 26. 

Once the lead paint is removed, the Aulson crew looks for cracks. When 
one is found, they mark and label it for future repair. The crack is 
covered before two coats of paint are applied. When the paint is dried, the 
cover is peeled back and the cracks exposed. 

"At 9 million pounds of cast iron, we're bound to find more than a few 
cracks," said Higgins. "Overall, the dome is in great shape. It's a 
marvelous structure. They take good care of it. Every so often you just 
catch yourself looking around and saying, N Wow. ' " 

REMH3 ; 09/07 RMCDON ; 09/13, 21:39 NOAULS12 
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... as Filene ' s Basement and Hoyt ' s Cinemas . 

The Boston firm was selected as the service provider for the 
chamber consortium, one of the largest such groups in the nation, because 
of. . . 

... percent of savings accruing to participating companies. It also will be 
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paid by firms wanting recommendations on how to use less energy. 

"Savings for some companies will be essentially found money," said 
Thomas O'Rourke, president of the Plymouth Area Chamber, which has 600 
members. "But it's hard to tell now how many folks will sign up and what 
their cost savings will be." 

Other chambers in this region participating in the collaborative 1 s 
program are Metro South of Brockton and Neponset Valley of Norwood. 

One potential customer of NEC's, Sullivan Tire Cos., based in Norwell, 
is waiting to receive energy-saving estimates from the firm, said Ann 
Shannon, controller. Sullivan Tire's energy costs are about $200,000 a 
year, she said. "So, if we could even save 2 percent a month, that would be 
worth it. But we'll see." 

UP Graphics Inc. to expand in N.E. 

UP/Graphics Inc., which has corporate offices in Westwood, will expand 
operations after its acquisition by World Color Press Inc. is completed in 
a few weeks, according to Tony Escobar, a vice president of the privately 
held firm. 

World Color Press is based in Greenwich, Conn, and is one of the 
larger commercial printers in North America. It agreed on March 25 to 
purchase UP/Graphics, which has two divisions: Universal Press, which 
specializes in catalogs, corporate annual reports, and posters; and 
Packaging Graphics, a producer of packaging cards and custom plastic 
materials . 

"We'll add to our workforce and are considering putting an addition 
on our building in Westwood, " Escobar said. 

Some 180 workers are employed in Westwood and 370 workers at printing 
plants in Providence and Pawtucket, R.I., he said. Fleet Financial Group, 
BankBoston, Gillette, Putnam Investments, EMC Corp., Hasbro, and Boston's 
Museum of Fine Arts are among the firm's largest customers. 

In 1998, UP/Graphics had revenues of about $86 million. World Color 
Press, a public company whose shares are traded on the New York Stock 
Exchange, posted net income of $73.6 million, or $1.92 per share, on net 
sales of $2.4 billion last year. 

Firms carry ball in Foxborough 

With or without the New England Patriots, Foxborough is planning on 
beefed-up commercial-industrial development off Route 1. 

"The plans we're seeing are mostly based on a robust economy 
continuing, not on whether the Patriots stay or leave, " Foxborough town 
planner Tim Higgins said. 

Rodman Ford expects to break ground next month for the construction 
of a 54 , 000-square-f oot facility featuring showrooms and a service center 
with a "quick lane" for customers whose vehicles need only minor repairs, 
said Thomas Jackson, the auto dealer's chief financial officer. The new 
building will be completed next spring and the old one will be torn down. 

Rodman also is putting together a purchase-and-sale agreement with 
Foreign Autopart Inc. of Sharon for property off Route 1, on Annette Road. 
Foreign Autopart intends to build a 120 , 000-square-f oot office and 
distribution center on the site, Jackson said. 

Meanwhile, Berkshire Development of Springfield recently signed a 
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contract for an undisclosed amount with Cal Kritzman of Sharon to buy 3 0 
acres across from Foxboro Stadium and is negotiating with Valentine 
Liquidating Trust of Walpole to buy a 20-acre parcel next to it, said 
Christopher Peznola, the Springfield firm's executive vice president. A 
small portion of the land is used for stadium parking. 

Peznola said his company wants to build two 250 , 000-square-f oot 
buildings. "We'd like to get the first one up by the end of the year, and 
we're talking to potential tenants now." 

The first building would probably house a public company's 
distribution operations, with as many as 3 00 employees, he said, declining 
to name prospective tenants. 

The Patriots' plan to move to Hartford is certainly a factor in his 
firm's decision to go for its first development projects in southeastern 
Massachusetts, Peznola said. "The Patriots leaving town would really open 
up development opportunities off Route 1" in Foxborough. "The 200 acres 
that are now used for stadium parking, for example, would be redeveloped. 
But that stretch of roadway is primed for additional development anyway 
because of the terrific location." 

Peznola said Berkshire Development owns other large industrial 
properties in Springfield, Newburyport, Nashua, N.H., and Cranston, R.I. 
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. . .Waltham. Taylor said she even freezes bottles of water at home and takes 
them to work so she won't have to drink out of the water cooler. 

"It ' s really. . . 

. . .more in taxes or on water bills to upgrade the system. 

Al Campbell, a Weston plumber , sees home water filters wherever he 
goes. Sometimes he's called to fix the leak caused when a homeowner 
installs a particularly heavy one on the end of a long kitchen faucet. 

"First of . . . 

...en route to a holiday plumbing call. 

"A lot of houses still have old water services with galvanized pipes, 
and there are still a few old lead -lined lines left in Weston," he 
said. "And any house that's 10 years old or older probably has copper pipes 
that were soldered with lead solder." 

No one, Campbell said, should buy a home water filtration system without 
having their water tested first. 
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"You want to know what you are trying to filter out, " Campbell said. 
JIMENE; 10/12 CAWLEY; 10/13 , 07 :09 WATER 13 
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Homeown ers should be particularly wary of contractors who solicit 
business door-to-door, the attorney general said. 

"All the patterns we've seen in the last few months may emerge here . . 
from shoddy repair work to exorbitant terms on financing, " said 
Harshbarger. "We want to caution homeowners . . . to be careful about 
selecting contractors to perform necessary repairs . " 

Homeowners should contact their home insurance agents first, the 
attorney general said. 

"Insurance agents will reach... 

... reasonable," Harshbarger said. "In many instances, repairs may be 
covered by existing warranties." 

Other consumer recommendations include: 

- Obtain at least three competing estimates for work. 

- Do not give an unfamiliar contractor a large cash down payment. 

Be wary of contractor-provided financing. Require that all financing 
arrangements be in writing. Do not accept verbal representations about 
terms . 

Get a copy of a written contract for any work to be done, including 
the type of materials to be used, the total cost, a payment schedule, and a 
completion date . 

MARANT; 08/20 NIGRO ; 08/21, 14:06 HARSH21 
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. . .and that her property was in violation of the state lead law. 

The hazards of lead were known at least 2,000 years ago to the 
Greek physician Dioscorides — who noted both mental and physical... 

... leading contractor. As a result of the whole traumatic experience, 
Eastman formed Safety First Deleading Services Inc., and now is one of 
the few professional de-leaders around using X-ray. . . 

... million for the 2,000 poisoned children who were expected to be 
discovered by state screening programs in 1987 alone. This is compared 
with the roughly $2,000 that professional de . . . 

...but does not fund state grants and loans and a $1,000 tax credit for 
homeowners who de-lead their properties voluntarily. Although Gov. 
Dukakis' fiscal-year 1989 budget does not... 

... a burden for the single-family homeowner." Pollack thinks the realtors 
are looking at the problem of lead-paint poisoning as a housing issue, 
not a health issue. "It is irrelevant to the child whether it was poisoned 
by an owner-occupied or rented house, " she says. 

Dr. Graef describes lead's effect on developing bodies as being akin to 
driving a car with the emergency brake on and then wondering why the car 
isn't getting good gas mileage. A heavy, dense atom, lead attaches itself 
to the proteins in cells and, in amounts large enough, distorts the shape 
of the cells or causes them to die altogether, a process called cell 
necrosis. In large amounts cell necrosis can cause swelling, and brain 
swelling is one of the more severe symptoms of lead poisoning. But the more 
insidious effects of lead on the developing brain's ability to learn, which 
are the most common symptoms seen today, are no less severe for their 
subtlety . 

In the first two years of life a child's brain is developing at a 
fantastic tilt, like an incredibly active factory producing chemical 
reactions millions of times a second. In the second year of life children 
learn the skills that distinguish humans from the lower animals: the 
ability to walk and talk. To subject the body to an enzymatic poison such 
as lead at this exquisitely sensitive time in a child's development, says 
Graef, suppresses the child's capacity to make certain mental connections, 
especially as the connections become more complex. 

"A child who's lead poisoned will probably not be slow to sit up," he 
explains, "but then you're going to ask the child to grasp things, to make 
finer and finer movements that require an increasing integration of the 
brain. You find that the acquisition of speech, which is a tremendously 
intricate and difficult integration of language and motor function, is 
slowed." Other symptoms in mildly or moderately lead-poisoned children can 
include distractibility , lack of organization, impatience, and an inability 
to follow directions. 

Authorities who dispute the relationship between lead poisoning and 
learning disabilities point to so-called "confounding variables," such as 
poverty, poor nutrition, a second language being spoken at home, or other 
cultural pressures. But Graef says that important medical studies, 
including the ones on Chelsea and Somerville children by Dr. Needleman, 
have controlled for these variables and still show a causal relationship 
between certain learning disorders and lead. "The capacity to use speech, 
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for example, the so-called deterrent effect of the law. After losing enough 
lawsuits or settling large claims out of court, American manufacturers may 
figure it's cheaper to take preventive action minimizing the hazards of 
their product to consumers by removing them from the environment or by 
designing safer products to begin with -- than to fight in court. If 
they're successful, the three lead-paint lawsuits will almost certainly 
provoke a flood of other complaints against the lead-paint companies. "Once 
the industry recognizes the scope of their exposure financially, " says Neil 
Liefer, "they'll probably do what they've never done before, which is to 
take an active role in lead-poisoning prevention. " 
RAY ; 01/25 LDRISC ; 02 /19 , 21 : 48 LEAD1 
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. . . the Reagan administration of a "breach of faith with the American 
public" and termed the recommendations "no less than a flagrant attempt 
to overturn the nation's antitrust laws." 

If backed by Greene. . . 

. . . said. 

* Local telephone companies might offer computerized yellow-page 
directories widely to business and residential customers . A customer 

might type in Plumbers and Philadelphia, and the computer screen would 
display the local plumbers with much more detail than current 
yellow-page books, said Robert M. Madonna, a product... 

... answering machine but with many more features. Some private companies 
have begun to offer the service . Bell of Pennsylvania tested the 
service in Philadelphia in the early 1980s and was ready to introduce it 
when the FCC . . . 

. . .Madonna said. 

* Freed from restrictions, the telephone companies also would be able to 
study other services they might offer business and residential customers 

"I think you're going to see services that really aren't being 
delivered today, " Madonna said. 

* Bell Atlantic and other regional Bell companies would be able to 
produce telecommunications equipment in joint ventures with equipment 
manufacturers. Such an agreement would permit Bell Atlantic to "control its 
own destiny technologically, " rather than rely on equipment made by AT&T 
and others, said Bell Atlantic chief executive Thomas E. Bolger. 

According to the recommendations, the former Bell companies no longer 
would be required to seek Greene's permission to enter new areas of 
business . 

In a harshly worded statement, AT&T said the Justice Department's 
recommendations were a grave error on the part of the government. 
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"The recommendations . . . seem to ignore why everyone was put through 
this ordeal in the first place," said AT&T vice chairman Charles Marshall. 
He said the Justice Department would "re-establish this combination of 
(local telephone) monopoly and competitive businesses it fought so hard to 
dismantle . " 

Bell Atlantic's Bolger, however, described the recommendations as "a 
step in the right direction. " 

"It's encouraging that the government has, at that very important level, 
said that they still want to create competition in the industry and that 
that hasn't happened as of this moment," he said in an interview. 

For some small companies, the lifting of the federal rules could mean 
facing their largest competitors ever. 

Advanced Voice Systems Inc. of Philadelphia, which provides voice-mail 
services to 3,000 customers, could benefit by Bell of Pennsylvania entering 
the business because it could draw even more attention to the convenience 
of voice mail, said AVS president Marc A. Cohen. 

But competing head-to-head with Bell would be impossible. "In terms of 
dollar spending, no way, " he said. "Anything that would take financial 
resources, we couldn't compete with them." 
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Down the line, the chances are good that it will lead to less 
competition in the air transport industry because in the future it will be 
far more . . . 

... FAA's inspection of ValuJet 1 s operations unless you presume the FAA 
should or could screen the cargo of every plane that takes off. Most if 
not all the alleged serious . . . 

... plane was somehow the indirect result of ValuJet ' s inexperience or its 
reliance on outside contractors . But if that turns out to be true, it was 
a deficiency readily rectif iable by. . . 

... to fares and routes, not a single new interstate trunk carrier was 
allowed to enter service . The established airlines owned the skies, their 
monopoly guaranteed by the old Civil Aeronautics Board. . . 

... market. Although a majority did not survive, they kept the established 
carriers honest, rewarded the consumer with lower fares and, it seemed, 
proved that fears of unregulated monopoly were unjustified. Moreover... 

... for deregulation will be called into question. The public's demand for 
the cheaper air service that free competition implies will always collide 
with what has become its zero tolerance of... 
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. . .disasters . 

A 1986 REPORT by President Reagan's Council of Economic Advisers promised 
such a problem would not arise and that good old market forces would keep 
airlines safe. 

"Some argue that too much competition forces cost-cutting and leads to 
skimping on safety, " the report said. "But competition will not normally 
induce firms to lower safety expenditures. An airline or trucking firm that 
has high accident rates will lose business and face higher insurance 
rates . " 

How true, how true. They'll sure lose the business of their dead 
passengers, for one thing. But depending on accident rates to determine 
market outcomes gives me the willies. I don't want to wait for some airline 
to run an above-average number of its planes into the ground before I 
decide not to fly it. Anyway, the lesson we have learned is that successful 
airline deregulation - wherever it goes from here - was never as simple as 
waving a wand and letting the marketplace work its miracles. 
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. . .ask the prospective agent where they live and what areas they specialize 
within. ' ' 

A second area that was often mentioned is knowing and understanding 
the contracts and the technical areas of . . . 

...is a must in today's complicated transactions. The paperwork generated 
is mind-boggling to clients . They look to their agent to guide them 
through and keep their liability to a. . . 

. . .When selecting a doctor or a lawyer, a painter or a plumber, we ask for 
recommendations . We should do no less when selecting the person who 
will be helping us with one of the largest financial transactions we will 
ever make . ' ' 

Many of the responses indicated that the agent/broker should be in the 
business a minimum number of years, ranging from five to 25. I have always 
felt the number of years is not as important as some of the other factors. 
Someone new to the business who has done her homework may be just as 
competent, or more competent, than someone that's been in the business for 
years who has not kept up. 

You are probably going to pay the same amount of money in commissions, 
so why not have the best? As Mark Evans said in a very colorful manner, 
XN When you really need a heavy hitter, you might be too far along in the 
transaction to change from the lightweight simpleton. Kind of like hiring a 
cheap attorney with limited experience because the case is so simple, Joe 
Schmuck is representing the other side and then in the middle of it, the 
other side brings in Johnny Cochran and proceeds to bludgeon your attorney 
all the way back to his mail order nonaccredited correspondence law 
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school . ' ' 

Denise Aquila said that the most important question is, v v What sets you 
apart from other Realtors and how will it benefit me? This particular 
question should spark the Realtor to expand not only on their 
qualifications, but also what he or she can do that will be of special 
benefit to that individual consumer. ' ' 

Another important area mentioned only by Patrick Kapowich was xx Does the 
broker work with properly licensed and insured professionals?' 1 The agent 
should know that the people he or she works with are properly licensed. 

Surprisingly, a large percentage of agents felt listening to the client 
was a big factor. Of course, in the interview process, I am not sure how 
you can determine the listening ability of your prospective agent. If they 
don't listen at the first interview, what makes you think they will listen 
later in the transaction? 

Some miscellaneous criteria that are important. Does your agent and his 
or her firm have errors and omissions insurance? This can easily be 
verified. 

Eva Giordano, in Oregon, is concerned (as many were) about the agent's 
style. xv Pay close attention to the agent's style. Does he or she make you 
feel pressured? On the other hand, does he or she make you feel like 
they'll just agree to anything you say and not really give you their 
professional opinion? Avoid either situation. You want someone who can 
understand what you want. ' 1 

Another important criterion mentioned by many of the responses was the 
ability of the real estate agent to do the work herself, rather than 
relying on assistants, and the ability to keep the client informed 
throughout the transaction. 

Audrey Young stated, " "While long years of it in the business and lots 
of awards on the wall are impressive, the agent's ability to communicate 
with their clients and associates is far more important. Years of surveys 
show that customers 1 number one dissatisfaction after a successful close is 
with the way their agents kept them aware of everything happening in 
escrow. ' ' 

It was almost unanimous that sellers not choose an agent merely because 
that agent advised a high selling price. Gary Shapiro stated, VX A common 
trap home sellers fall into is listing with the agent who recommends the 
highest list price. Overpricing your property can be a very costly mistake 
in the long run. ' * 

One of the most interesting and final observations was that of Shirley, 
"In the 27 years that I have been an agent, I can count on one hand the 
number of times someone walked into my office unreferred and asked me for 
my credentials. It seems obvious to me that when dealing with such an 
important asset that the time and effort be taken to properly interview an 
agent and ask for some 
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. . . been in business at least three years and have a clean credit and legal 
record. 

Contractors must pay $6 for each job that they bid. ' 'We used to let 
them do. . . 

... of the job and is prohibited from including the fee in the bill, Madsen 
says . 

Consumers get at least four referrals for each project. Marlene 
Cook, a realtor in Cedar Knolls, N.J., recently used the service . She 
says all four contractors came out to look at the job redoing two 
bathrooms for about $2 0,000. 

* 'Two never called me back and one estimate was outrageous, absolutely 
outrageous, ' ' Cook says. 

But the fourth contractor gave a reasonable estimate, and she hired him. 
He's set to finish the job this week, and Cook says she would use him 
again. 

Mary Curry, a housewife in Woodinville, Wash., also used the service for a 
$150,000 redo: * 'You name it, we redid it, 1 1 Curry says. 

She turned to the Internet after five unsuccessful attempts to schedule 
appointments with contractors. 

' 'We selected one of the three guys who came out, and so far, we like what 
they're doing, ' ' Curry says. 
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... building homes. The majority of the homes must be custom, and 
participants must submit at least five letters of recommendation from 
satisfied buyers. 

Most of the builders this year are Street of Dreams veterans. Scott... 

... That art merges today's lifestyles with assiduous attention to 
handcrafted detail by a carefully selected group of subcontractors .' ' 

Randall C. Myers Inc.: Randy Myers is a second-generation builder with 
15 years of custom home building experience in the Portland area . 
Trained in architecture at the University of Idaho, he builds about 12 
houses per year. . . 

...costing $300,000 and up. He prides himself on developing a close working 
relationship with customers and the team of subcontractors, suppliers, 
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architects, designers and others who collaborate on his homes. x "By- 
bringing the customer , building and interior designer together, we are 
able to create new homes that fully meet our quality standards and our 
customers ' expectations, ' ' Myers says. 

William/Lloyd Corp.: Bill and Laurie Rawson work together to design 
many of the custom homes they build, including the one in this year's 
Street of Dreams. They also do much of the landscape design and build about 
10 to 20 homes each year. The son of a contractor, Bill Rawson attended the 
building construction management program at the University of Oregon. The 
company's trademark: attention to detail. 
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. . .charged with the murder. 

Guaranteeing home repairs or renovation is not new. Neither is a 
referral service; at least two trade organizations provide that in 
Georgia. What HSA is trying to establish is a. . . 

... Atlanta-based company. Rollins Inc., now known mainly for lawn care, 
pest control and protective services , has said it is thinking over a 
venture into handyman and appliance-repair services . 

Among not-for-profit organizations, both the Home Builders Association 
of Metropolitan Atlanta and the Georgia chapter of the National Association 
of the Remodeling Industry (NARI) will provide consumers with lists of 
the associations' members. Members of both associations have pledged their 
allegiance to the associations' codes of ethics, which promise fair dealing 
with consumers . 

HSA screens contractors by verifying they have all required licenses 
and checking on what past employers and suppliers... 

... reviews of credit records and searches for police records, said trades 
manager Jerry W. Overcast. 

Contractors do not have to pay to get into the system, but a portion 
of the customer 1 s payment for each job goes to HSA. HSA deducts 5 to 15 
percent for itself and passes the rest on to the contractor . Larger jobs 
yield smaller percentages to to HSA. 

Customers pay hourly rates for the work done by HSA contractors . 
Electricians cost $44 an hour, for example, heating and air conditioning 
specialists get $49, and plumbers get $48. 

Those rates are apparently competitive for Atlanta- area contractors. 
Phil Smallwood, the head of a remodeling company and president of the 
8 5 -member . . . 
... an hour . 
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HSA also has arranged for discounts from other companies, to help 
promote the service . New members will be entitled to the discounted 
services as soon as they pay dues. Citizens and Southern National Bank 
will offer a safety. . . 

. . .a long-distance telephone company, is offering 8 to 12 percent discounts 
on long distance service , and Avanti Travel has contracted to provide 
bargain travel packages to alliance members. 

Each of those deals will include a small commission to HSA, giving the 
company a third source of revenue, Mr. Beckstrom said. 

Despite all those selling points, there are those who wonder just how 
good a vacuum cleaner company can be in the home repair field. Mr. 
Smallwood brought up that question, and he said none of NARI ' s members were 
asked to join HSA. "They claim they've got the best, and I've got problems 
with that," Mr. Smallwood said. 

He believes homeowners will use HSA for small-scale repair problems, 
rather than major remodeling projects. 

To get the company going, HSA has an advertising budget of more than $1 
million a year. Its television advertising campaign this month includes 
enough airings of a 30-second spot to catch the average viewer nine times. 
Mr. Beckstrom said that level of exposure is the same allotted by other 
companies to introductions of major new products. 

A mass mailing a few weeks ago went out to 400,000 homes in a 
nine-county area. Another television campaign and another 300,000 pieces of 
direct mail are planned before the end of the year. 

In the long run, HSA's reputation will rest on its own performance. "No 
matter how much you advertise, something like this is going to have its 
greatest growth through word-of -mouth, " said Greg Veal, owner of Metro 
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2. Consider resale. Indulging personal design whims may seem tempting now, 
but the average homeowner moves every three to seven years, and your 
potential buyers may insist you replace your. . . 

...Solicit bids. The costs, risks and complexity of home remodeling are too 
great to base selection of a contractor solely on a reference from 
friends or co-workers. Consult building supply stores, your financial 
institution's loan officers and insurance agents or claims adjusters for 
recommendations. In writing, request bids from at least three 
contractors . 

4. Select your contractor with care. Once you have narrowed your 
choices, check with the Better Business Bureau and the Florida Department 
of Agriculture and Consumer Services at (800) 435-7352, verify each 
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contractor 's address and license, consult their references and study 
presentation books of previous projects or make on-site visits. 

5. Interview the contractors . Have them explain their bids to you, 
differences between their bids and other bids you... 

... to fully discuss the contract with you, or you have trouble 
understanding them, pick another contractor . 

6. The lowest bid may cost you. Your remodeling work will be low on the 
contractor 's priority list if he or she has underbid the job. Delays, 

inferior materials and poor workmanship may require hiring a second 
contractor to repair the unsatisfactory work of the first one. Select 
a bid that will give you good value for your contractor 's fair profit. 

7. Scrutinize the contract. Read it carefully and consider having it 
reviewed. . . 

. . . Pay the final amount - with a credit card or check, never cash - only 
when the work is completed to your satisfaction. 

8. Permits are for your protection. If your contractor says a permit isn't 
needed, consult your local building department. Permits ensure that your 
construction complies with local codes, many of which are for safety 
purposes. If you try to sell your house and it is not up to code, you will 
have to correct the violations before the sale. 

9. Leave prep work to the pros. If you don't know what ""load-bearing 1 ' 
means, save your roof and let your contractor do the work. 

10. Avoid changes. You have a business relationship with your contractor, 
not a personal one, so expect to be charged for altering a remodeling job 
midway, even for what might seem a small task. Materials, labor and 
rescheduling all have costs you can sidestep with a clear plan for the job 
before it has begun. 

Sources: The National Association of Home Builders (http://www.nahb.com); 
National Association of the Remodeling Industry (http://www.nari.org); 
""Don't Get Hammered, 1 1 Money magazine, April 1998; Federal Trade 
Commission (http://www.ftc.gov). 
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... car had been repossessed. He was living in a homeless shelter. ''I gave 
him a few job leads , 1 ' she recalled, ' 'but he was pretty shabby and I 
didn't hold out much hope. . . 

...had been an order filler in the warehouse for 18 years. 
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Clara could find no work , and is still unemployed. Jesse searched for 
eight months before the city hired him to... 

. . . kids?' ' One Friday night, Sanchez told his wife he was going to watch a 
wrestling match , but went to a friend's house instead with a business 
proposition: ' 'I told him. . . 

. . .vendors in town, and some construction businesses suffered. For Harry W. 
Parks Co., a general contractor , Safeway represented 85 percent of annual 
revenues. Parks had dropped most of his other clients to assist Safeway 
in its big remodeling program in the early '80s. After the pullout, his 
company nearly folded, all but three employees were laid off, and Parks had 
a heart attack and died. 

1 "Safeway was his whole world, ' ' said his son, Harry Jr. ' 'That's all he 
cared about for 30 years. When they pulled out, it was like his whole 
family died. ' ' 

The North Texas Food Bank suffered, too. It lost a founding member and 
its leading contributor; Safeway used to donate 600,000 pounds of food a 
year . 

' 'The bottom line, ' ' food-bank director Lori Palmer said, ' 'is fewer 
people ate . ' ' 

Selling the stores to save the company 

The layoffs in Oakland, Dallas and elsewhere were just one part of KKR's 
broad-based plan to cut costs, boost profitability and meet the stiff 
interest and principal deadlines set by the company's lenders and 
debt-holders. About 1,000 of the company's stores were sold, as were 45 
plants and other facilities. 

Safeway put whole divisions in Kansas, Oklahoma, Arkansas and Utah among 
others on the auction block. They were sold to a few grocery chains, many 
other LBO investors and, in some cases, real-estate investors. 

The real-estate investors didn't rehire any Safeway workers: They 
converted the properties to video shops, thrift stores, and in one case a 
bingo parlor. Some were boarded up. 

While grocery chains bought some Safeway stores just to shut them down 
and reduce competition, other chains bought whole Safeway divisions and 
kept most of the workers; the British and Oklahoma divisions are examples 
of this. In other cases, new owners retained only selected workers. In 
virtually all cases, though, new ownership meant pay cuts. 

In what seemed at first the best deal for employees, the grocery chain 
Borman's Inc. bought the entire Safeway Utah division and hired virtually 
all the workers. But nine months later, these 3,000 employees lost their 
jobs when Borman sold the division, piece by piece, to local competitors 
and investors. Only a few of the stores in the Salt Lake City area still 
operate as supermarkets . 

Don Schanche, a Safeway meatcutter in Salt Lake City for 25 years, 
spiraled downward from his $12.33 hourly pay at Safeway to a reduced wage 
scale at Borman's ''Farmer Jack'' outlet, to an unsuccessful appeal for any 
minimum-wage employment at the same store, which had been bought by his old 
manager. Now Schanche drives by a ' 'for lease' ' sign in front of the store, 
which is empty, having gone belly-up. Schanche is making a living as a 
' 'job coach' ' in a state-funded displaced workers program, where he is 
currently counseling other ex-grocery store employees following an LBO 
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